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Rx  for  patching 
mired  in  red  tape 


■  BY  ELLEN 
MESSMER 

The  epidemic  of 
Windows-based 
worms  and  viruses  in 
the  past  year  has  put  hospital  IT 
administrators  on  a  state  of  high 
alert  to  protect  patient-care  sys¬ 
tems  that  have  become  reliant 
on  Microsoft  operating  systems. 

The  challenge  they  face  in 
securing  these  medical  systems 
is  that  it’s  not  simply  a  matter  of 
applying  software  patches. 
Healthcare  IT  professionals  say 
medical  device  makers  prohibit 
them  from  changing  the  systems 
and  even  from  running  anti-virus 


Tumbling  telecom  rates 
give  customers  leverage 


■  BY  DENISE  PAPPALARDO 

While  prices  for  voice,  IP  and 
traditional  data  services  such  as 
frame  relay  have  been  in  free-fall 
for  three  years,  the  largest  service 
providers  continue  to  slash  rates. 

This  means  that  if  you  haven’t 
recently  reviewed  and  renegoti- 
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software  in  some  cases.  These  IT 
administrators  say  manufacturers 
often  are  slow  to  supply  software 
patch  updates  and  routinely 
claim  the  Food  and  Drug  Admin¬ 
istration  (FDA)  requires  approval 
of  patch-base  changes.  However, 
the  FDA  says  it  has  no  such  rules 
and  is  looking  for  medical  de¬ 
vice  makers  and  customers  to 
work  out  their  differences. 

“We’re  on  the  verge  here,”  says 
John  Murray,  the  FDA’s  software 
and  electronic  records  compli¬ 
ance  expert.  “Something  bad 
could  happen,”  he  says,  referring 
to  a  patient  being  harmed  as  a  re¬ 
sult  of  worm-infected  medical 
See  Unpatched,  page  10 


ated  your  telecom  contract, 
chances  are  you’re  paying  more 
than  is  necessary  for  voice  and 
data  services. 

“Users  can  expect  to  get  25%  to 
30%  price  reductions  when  nego¬ 
tiating  a  new  contract  for  the 
same  services  as  their  old 

See  Prices,  page  14 
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question 


Survey  of  about  500  IT  execu¬ 
tives  and  outsourcing  vendors. 


Offshore  outsourcing  is  on  the  ( 
rise  -  86%  of  companies  cur¬ 
rently  using  outsourcing  ser-  ^ 
vices  said  they  expect  offshored 
work  to  increase  in  the  next  year. 

Our  report  looks  at  everything  from 
the  benefits  to  the  drawbacks  of  this  hotly 
debated  topic.  Section  begins  on  page  28. 


S  0  U  R  C  F. :  D I A  M  0  N  D  Gl  U  S  T  E  R  INTERNATIONAL 

The  promise  of  offshoring 

Lower  costs,  flexibility  and 
expanded  resources  are  driving 
businesses  to  look  overseas. 

Page  28 

Jobs  at  risk 

Repetitive,  commoditized  IT 
work  most  likely  to  head 
offshore.  Page  31 

The  downside  of 
offshoring 

Poor  communication,  cultural 
differences  and  lack  of  exper¬ 
tise  can  derail  engagements. 

Page  33 

A  political  hot  potato 

Legislatures  juggle  offshore 
outsourcing  regulations. 

Page  36 


A  global  gambit 

India  gets  a  lot  of  attention  but 
Estonia,  Russia  and  China  want 
in  too.  Page  39 

Offshore  guidance 

You’ve  made  the  decision  to 
outsource,  now  what?  Page  41 

Face-Off 

Do  offshoring’s  benefits 
outweigh  its  drawbacks? 

Page  42 
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Redline  Networks  helps  medical 
records  management  firm 
ChartOne  cure  network  pains 
and  boost  the  business  case  for 
its  Web -enabled  ERP  apps. 


NO  IT  EXECUTIVE  LOOKS  FORWARD  TO  ASKING  upper  management 
to  spend  $200,000  on  a  major  system  upgrade.  But  Henry  Svendblad, 
director  of  IT  at  ChartOne,  Inc.,  felt  he  had  little  choice. 


ChartOne,  based  in  San  )ose,  California,  sells 
technology  and  services  that  help  health  care 
institutions  easily  and  cost-effectively  access  and 
manage  patient  records.  To  better  serve  its 
customers,  which  represent  20%  of  hospitals  in  the 
U.S.,  and  to  ease  the  burden  on  its  own  IT  staff,  the 
company  wanted  to  migrate  its  ERP  applications  to 
the  Web. 

Like  many  companies  transitioning  to  Web- 
based  applications,  ChartOne  hit  performance 
snags  that  no  amount  of  application  tuning  and 
new  hardware  could  cure.  Only  after  two  years  of 
trial  and  error  did  ChartOne  find  a  cure  in  Redline 
Networks,  which  makes  a  family  of  appliances  that 
deliver  a  broad  set  of  capabilities  to  ease  the 
network  burdens  and  boost  the  business  case  for 
Web-enabled  applications.  With  Redline's  E|X  3250 
enterprise  application  processor  handling  I/O 
processing,  connection  management,  compression, 
load  balancing  and  SSL  processing,  ChartOne 
customers  and  internal  users  are  now  experiencing 
the  performance  they  require  —  and  the  company's 
IT  group  is  realizing  the  administrative  benefits  that 
Web-enabled  applications  can  bring. 

^NetroWorld 
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ON  THE  WEB  TRAIL 

ChartOne's  odyssey  began  in  July  of  2001 ,  when 
the  company  began  migrating  its  homegrown 
client/server  enterprise  applications  to  Peoplesoft  8, 
a  Web-based  ERP  suite.  "We  were  expecting  growth 
of  20%  to  30%  a  year,  and  we  felt  we  needed  a  big 
ERP  system,"  Svendblad  says.  In  addition,  thin, 
standardized  browsers  would  require  far  less  IT 
support  than  fat,  homegrown  clients. 

If  ChartOne  was  going  to  offer  Web-based 
patient  records  management  services,  Svendblad 
also  felt  the  company  "should  eat  our  own  dog  food" 
and  use  a  Web-based  application  platform  internally. 

Webification  proved  to  have  its  challenges, 
however.  As  more  application  modules  and  users 
moved  onto  the  new  infrastructure,  response  times 
slowed  to  a  crawl.  Employees  at  the  company's  10 
remote  offices  sometimes  spent  hours  waiting  for 
tickler  screens  that  had  taken  minutes  to  display 
under  the  old  client/server  system.  The  10-  to  15- 
person  offices  had  plenty  of  bandwidth,  IT  staffers 
knew:  In  anticipation  of  the  migration  to  Peoplesoft 
8,  they'd  deployed  T1  links  to  each  site. 

Users  on  the  corporate  LAN  were  also  having 


difficulties.  By  far,  the  worst  off  was  the  accounts 
receivable  department,  which  processes  more  than 
300,000  transactions  per  month.  Productivity  had 
dropped  by  20%  because  of  response  time  degra¬ 
dation.  "During  peak  usage  periods,  it  was  taking 
people  minutes  to  go  from  screen  to  screen," 
Svendblad  says. 


ChartOne's  Challenges 


•  Web-enabled  enterprise  applications  were 
overloading  servers. 

•  Server  processors  were  at  80%  to  90% 
utilization  levels  during  peak  traffic  periods. 

•  Slow  response  time  over  corporate  LAN  was 
hurting  user  productivity. 

•  Remote  users  waited  hours  for  screen 
downloads. 


The  Redline  Networks  Cure 


•  Average  server  CPU  utilization  during  peak 
usage  now  between  10%  and  15%. 

•  Response  time  returned  to  desirable  levels 
for  local  and  remote  users. 

•  Remote  sites  no  longer  need  terminal  servers. 

•  Bandwidth  consumption  decreased  approx¬ 
imately  70%. 

•  Savings  of  $200,000  by  avoiding  major 
hardware  upgrades. 


Photograph  by  Robert  Houser 
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Higher  Availability 

Eliminated  client-server  in  remote  sites 
Simplified  network  infrastructure 


Easier 

Management 

Easier  Management 

Reduced  number  of  costly 
security  certificates 
Saved  $200,000  in  server  upgrades 


setup  also  strained  budgets  and  IT  resources. 

Meanwhile,  Web  and  application  servers  were  still 
maxing  out  during  peak  usage  periods.  A  major 
upgrade  seemed  inevitable.  "It  looked  like  we  needed 
a  new  [BEA  Systems]  WebLogic  server,  a  new 
database  server  and  a  third  server  for  finance," 
Svendblad  says.  His  team  priced  out  three  SunFire 
servers  on  the  second-hand  market  at  about  $50,000 
apiece.  He  also  budgeted  $50,000  for  a  LAN 
upgrade,  bringing  the  total  budget  hit  to  $200,000, 
which  Svendblad  calls  a  conservative  estimate. 


IN  SEARCH  OF  A  CURE 

As  user  complaints  mounted,  the  IT  staff  began 
looking  for  remedies.  PeopleSoft  and  Oracle  — 
ChartOne's  application  vendors  —  initially  suggested 
fine-tuning  their  applications.  "With  a  thin  Web 
client,  ERP  systems  involve  complex  querying  in  the 
background,"  Svendblad  explains. 

When  tweaking  back-end  software  produced 
little  improvement,  ChartOne  tried  upgrading  its 
server  hardware.  It  deployed  another  Sun  420R 
application  server  and  storage  box,  then  migrated 
the  main  financial  server  from  a  420R  to  a  more 
powerful  SunFire  server.  "Performance  improved 
slightly,  but  we  were  still  looking  at  CPU  usage  in 
the  high  80%  to  90%  range  during  peak  processing 
time,"  Svendblad  says.  "And  our  phones  were  still 
ringing  off  the  hook." 

Pressed  for  answers,  ChartOne  even  took  the 
radical  step  of  supplying  remote  offices  and  home 
workers  with  terminal  servers.  While  that  substan¬ 
tially  improved  response  time,  maintaining  the 
devices  offsite  was  a  major  burden  on  the  IT 
support  staff.  "It  was  like  we'd  gone  back  to  a 
client/server  setup,"  Svendblad  says,  noting  the 


ONE  VERY  BRIEF  PILOT 

Just  as  he  was  about  to  swallow  that  bitter  pill, 
a  former  colleague  told  Svendblad  about  Redline 
Networks  in  Campbell,  Calif.,  and  its  family  of 
appliances  that  help  enterprises  manage  the 
network  impact  of  Web-enabled  applications  and 
improve  their  business  case. 

In  the  summer  of  2003,  ChartOne  deployed 
Redline's  E|X  3250  enterprise  application  processor 
in  front  of  its  WebLogic  servers.  The  Redline  device 
took  over  complex  scheduling  of  TCP  requests 
and  connection  management  chores  for  as  many 
as  150  users,  saving  the  Web  servers'  CPU  and 
memory  resources  for  other  activities  like  page 
generation.  The  E|X  also  performed  data  compres¬ 
sion  to  speed  up  server  response  and  conserve 
bandwidth. 

Svendblad's  group  started  out  with  a  pilot  test 
within  the  accounts  receivable  group,  which  took 
the  biggest  performance  hit  after  moving  to 
Peoplesoft  8.  Setting  up  users  was  simple  and 
transparent,  Svendblad  reports:  "I  just  changed  the 
local  DNS  setting,  and  when  users  clicked  on  the 
PeopleSoft  icon,  they  were  routed  through  the 
Redline  box.  We  didn't  have  to  change  anything  on 


our  existing  architecture,  or  on  the  WebLogic  or 
PeopleSoft  servers." 

User  response  was  fast  and  dramatic.  "People 
were  asking  us  if  we'd  put  some  magic  juice  in  their 
system,"  Svendblad  reports.  When  word  spread, 
end  users  not  involved  in  the  pilot  "were  pounding 
on  our  door  saying,  'Whatever  you  did  for  her,  do 
for  me!"'  It  may  have  been  the  shortest  pilot  on 
record:  A  day  after  the  test  started,  the  company 
routed  all  the  other  users  through  the  Redline  box. 

TALLYING  THE  BENEFITS 

Once  the  bulk  of  users  was  online,  the  benefits 
of  the  Redline  device  really  began  to  kick  in, 
Svendblad  reports.  Average  CPU  consumption 
during  peak  processing  time  plummeted  from  80% 
or  more  to  less  than  15%.  Bandwidth  consumption 
decreased  approximately  70%. 

The  E|X  3250  now  handles  SSL  encryption, 
as  well.  "We  have  security  without  burdening 
our  servers  with  managing  certificates  or  with  SSL," 
Svendblad  says.  The  company  also  saves  money  on 
SSL  certificates,  since  it  needs  only  one  for  the 
Redline  box  instead  of  one  for  each  server. 

Over  the  past  year,  ChartOne  brought  its 
customer  relationship  management,  HR  and 
Hyperion  Business  Performance  Management 
applications  behind  the  Redline  box.  Most  recently, 
the  company  added  its  View  Manager:  Chart 
Management  Suite  of  ASP  offerings  to  the  set  of 
applications  front-ended  by  the  E|X  platform. 


After  ChartOne  installed  the  Redline 
Networks  E|X  3250,  user  response 
was  dramatically  faster.  "People  were 
asking  us  if  we'd  put  some  magic 
juice  in  their  system,"  says  Henry 
Svendblad,  director  of  IT. 


ChartOne's  hundred-odd  remote  and  mobile 
users  have  completely  eliminated  their  terminal 
servers  and  use  a  standard  Web  browser  to  access 
all  applications,  via  the  E|X  3250.  "The  user  experi¬ 
ence  is  improved,  and  our  support  costs  are  lower," 
Svendblad  says. 

The  bottom  line:  ChartOne  successfully  imple¬ 
mented  a  Web-enabled  ERP  platform  with  a  "single 
box  solution"  that  addresses  critical  Web  tier  issues 
while  dramatically  improving  the  business  case  by 
increasing  user  productivity  and  avoiding  costly 
hardware  upgrades.  End  users  now  experience  the 
same  response  time  levels  and  productivity  they 
had  with  customized  fat  clients  —  but  IT  no  longer 
has  the  support  burden.  Says  Svendblad:  "I  think 
that's  pretty  impressive." 


LEARN  MORE  ABOUT  REDLINE  NETWORKS  ONLINE 


Sponsored  by 


Read  what  leading  analysts  and  other  customers  say 
about  Redline  Networks  at  our  new  InfoCenter,or  call  us  at: 

1.877.550.6420 

Visit:  www.rediinenetworks.com/infocenter 
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Serverlron' — when  it  comes  to  Layer  4—7  load  balancing,  there  is  no  summit! 

Just  a  continuous  journey.  Foundry's  Scrvcrlron  sw  itches  continue  to  be  the  trailblazer 
.  for  server  scalability  with  '.one  accomplishment  after  .mother.  Scrvcrlron  switches  protect 
s'ervers  against  denial-ot-service  attacks,  improve  server  scalability,  and  vastly  enhance  server 
•  reliability.  Serverlron  makes  it  easy  to  manage  all  your  networked  applications  and  improve 
•user,  response  tint e  while  eliminating  application  dow  ntime.  It's  the  industrv  leader  in 

if-'*  , 

security,  and  price.  So  its  no  coincidence  that  Server  Iron  is  the 
product  of  choice  for  the  world's  largest  and  most  demanding  customers. Visit  us  todav  at 
W'Avsv.finmdrynerworks.com/si. ( )r  call  1  .888.TUR IK  )l  AN  (I  .SHH.8S7.2652). 


r  ■ 


FOUNDRY 

NETW  O  R  K  S 


The  Power  of  Performance 


l  N w v\ < ni s .>»*£• tySi-ewd.  J  oynuiiy  Nmwirk>  .iml ilu  I  oiirulrv  Nciwm  ks  logo  arc  trademark's  ol  I  muulrv  Networks,  hit 


NetworkWorld 


■  8  Cisco  acquisition  could  benefit  branch-office  users. 

■  8  Start-up  NLayers’  management  suite  builds  dynamic  model  of  ele¬ 
ments  that  support  applications. 

■  8  Novell  outlines  open  source  transition. 

■  13  Air  Force  unwires  fighter  maintenance. 


Infrastructure 

■  15  Zultys  Technologies  adds  IP 
PBX  clustering. 
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■  22  Congress  targets  telework 
slackers. 

■  22  Surviving  the  Democratic 
National  Convention  with  telecom  tools. 
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Update 

■  23  Application  performance  man¬ 
agement  pinpoints  service  problems. 
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communications  with  SSH. 

■  24  Keith  Shaw:  Cool  tools, 
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We've  put  together  a  package  of  stories 
that  will  help  clarify  the  offshore  out¬ 
sourcing  debate.  We  look  at  every 
thing  from  why  companies  are 
offshoring  work  to  the  regula¬ 
tions  state  and  federal  legisla¬ 
tures  are  putting  in  place  to 
stop  offshore  outsourcing. 

Stories  begin  on  page  28. 
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Opinions 


Network  World  Fusion  Radio: 

Insuring  e-business 

What  happens  if  your  e-business  is  downed  by  something  out  of  your 
control?  Do  you  have  insurance  to  cover  the  potential  losses?  John 
Quarterman,  GEO  of  InternetPerils,  discusses  the  issue  of  e-business 
insurance  DocFinder:  2746 


Columnists 


Wireless  Wizards 

When  will  802.11  and  cell  service  integrate? 

The  Wizards  answer  a  reader  who  asks:  “In  reality,  how  close 
are  we  in  providing  seamless  service  to  users  by  integrating 
the  corporate  wireless  LAN  and  the  public  cellular  services?" 

DocFinder:  2750 


Service  Providers 

■  21  University  graduating  to 
wireless  network. 

■  21  Johna  Till  Johnson: 

Struggles  over  spectrum  to  bring 
great  change. 


■  26  On  technology:  Off¬ 
shoring.  the  monster  that  won't  die. 

■  27  Ira  Brodsky:  Beware  of 
the  machine-to-machine  hype. 

■  27  Frank  Dzubeck:  XML 

and  management  team  up. 

■  50  BackSpin:  Defaults  ON, 
adverts  OFF. 

■  50  ’Net  Buzz:  Wireless  directo¬ 
ries  and  hands-free-only ...  a  couple 
of  slam-dunks. 

■  46  Career  classifieds. 


SanDisk  lets  you 
store  content  while 
maintaining  a  wire¬ 
less  connection. 
Page  24 


Testing  volunteers  needed 

Network  World  is  looking  for  enterprise  networks  to  be  a  part  of  a  test  to  be  con¬ 
ducted  on  security  appliances  with  firewall,  intrusion-prevention  system,  VPN  and  pol¬ 
icy-based  management  features.  Requirements:  a  T-1  connection,  10  to  200  users 
behind  security  devices  and  a  willingness  to  let  a  security  consultant  assist  in  appliance 
management.  Volunteers  will  have  access  to  all  test  results. 

Contact  Christine  Burns  at  cburns@nww.com. 


Call  for  Nominations:  2004  Network  World 
Reader-Recognition  Awards 

Send  in  your  choices  for  the  2004  Extended  Enterprise  Innovator  Award 
and  the  2004  User  Excellence  Award.  DocFinder:  2747 

Buyer's  Guide:  IM  management  tools 

Peruse  the  latest  product  specs  on  instant-messaging  management 
products  alphabetically  or  by  comparing  and  contrasting  two  or  more 
products  DocFinder:  2748 

RSS  feeds 

Keep  up  with  Network  World  Fusion's  breaking  news,  columnists, 
reviews  and  in-depth  feature  stories  in  a  desktop  aggregator  —  or 
offer  headlines  to  your  Web  site's  visitors.  DocFinder:  2749 

i  Seminars  and  Events 

j - - - - - - - - - - 

Weekly  Webcast  Newsletter 

Our  weekly  newsletter  delivers  information  on  Webcasts  on  Network 
World  Fusion  —  your  24-7  source  for  solutions  and  strategies,  with 
links,  resources  and  answers  you  need.  Covering  topics  such  as 
security,  applications  and  wireless,  our  Webcasts  are  focused,  sin¬ 
gle-topic  briefings  from  technology  experts.  DocFinder:  2542 

■  CONTACT  US  NetworkWorld,  118Turnpike  Road,  Southborough, 
MA  01772;  Phone:  (508)  460-3333;  Fax:  (508)  490-6438; 

E-mail:  nwnews@nww.com;  STAFF:  See  the  masthead  on  page  14 
for  more  contact  information.  REPRINTS:  (717)  399-1900 


SUBSCRIPTIONS/CHANGE  OF  ADDRESS:  Phone:  (508)  490-6444; 
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URL:  www.subscribenw.com 


Telework  Beat 

When  you  can't  work  from  home,  Part  7 

Net.Worker  Managing  Editor  Toni  Kistner  introduces  you  to  the 
Manhattan  "work  club"  entrepreneur  who  started  the  commu¬ 
nal  work  space  movement. 

DocFinder:  2751 

Small  Business  Tech 

New  book  answers  all  your  questions 

Columnist  James  Gaskin  talks  to  John  Locke,  author  of  Open 
Source  Solutions  for  Small  Business  Problems,  on  how  the 
phenomenon  fits  with  SMBs. 
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HomeLAN  Adventures 

Home  storage  options 

Columnist  Keith  Shaw  tests  three  storage  products  for  your 
home  network. 
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Hate  spam?  Say  hello  to  SPIT 

■  VoIP  management  vendor  Qovia  is  warning  of  what  it  regards 
as  a  nuisance  waiting  to  happen:  the  inevitable  arrival  of  audio 
spam  that  clogs  VoIP  customers’ voice  mailboxes.  VoIP  spam,  or 
Spam  over  Internet  Telephony  (SPIT),  will  rear  its  head  as  soon 
as  there  are  enough  VoIP  customers  to  make  it  worthwhile  for 
advertisers  to  send  pre-recorded  messages  via  If?  the  company 
says. “It’s  only  a  matter  of  time  before  the  spammers  see  a  criti¬ 
cal  mass,” says  Pierce  Reid,Qovia’s  vice  president  of  marketing. 
In  anticipation,  Qovia  has  filed  for  a  patent  on  software  that 
detects  voice  messages  sent  in  bulk  or  that  are  exactly  the 
same  length  and  then  block  them  from  being  stored  in  voice¬ 
messaging  systems. The  company  plans  to  start  selling  the  soft¬ 
ware  later  this  year. 

Gates:  Progress  being  made  against  spam 

■  Customers  of  Microsoft’s  Hotmail  service  play  an  integral  part  in  the  company’s  fight 
against  junk  e-mail,  Chairman  and  Chief  Software  Architect  Bill  Gates  said  in  an  open 
letter  last  week.  He  also  dismissed  the  idea  of  generating  revenue  from  spammers  by 
imposing  a  charge  for  sending  e-mail. “Monetary  charges  would  be  inappropriate  and 
contrary  to  the  fundamental  purpose  of  the  Internet  as  an  extremely  efficient  and 
inexpensive  medium  for  communications,”  he  wrote.The  letter,  entitled  “Preserving  and 
Enhancing  the  Benefits  of  Email  —  A  Progress  Report,”  reviewed  the  company’s  work 
and  outlined  future  plans  in  the  fields  of  filtering,  sender  authentication  and  other  pre¬ 
ventive  measures,  and  collaboration  with  regulators  and  law  enforcement  officials. 
Spamming  is  becoming  more  difficult  and  less  lucrative,  Gates  said.  For  Microsoft  cus¬ 
tomers,  the  situation  is  improving  thanks  to  the  introduction  of  Micro¬ 
soft’s  SmartScreen  spam  filter,  which  it  deployed  on  its  Hotmail  Web-based  e-mail  ser¬ 
vice  six  months  ago,  he  wrote  in  the  e-mail. 

Help  desks  gear  up  for  Windows  XP  SP2 

■  The  major  changes  to  Windows  XP  brought  by  Service  Pack  2  —  due  this  quarter  — 
are  bound  to  cause  support  headaches.  Analysts,  users,  PC  makers  and  Microsoft  all 
expect  a  spike  in  help  desk  calls.  The  service  pack  automatically  will  be  downloaded 
into  many  PCs  through  Microsoft’s  Windows  Update  service  and  could  create  problems, 
including  breaking  current  applications, disrupting  network  setups  and  prompting  non- 


“. . .  and  that’s  how  the  idea  of  Enterprise-wide  site 
licenses  came  about.” 
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■  Th<  Good  lie  Bad  heUgly 


Flying  fingers. 

Kimberly  Yeo,  a  23- 
year-old  Singaporean 
student,  has  landed  a  spot 
in  the  Guinness  World 
Records  book  for  clocking  the 
fastest  time  text- 
160  characters  on  a  mobile 
43.24  seconds.  The 
67  seconds,  The  message 
type  is:  "The  razor-toothed  piranhas  of  the 
genera  Serrasalmus  and  Pygocentrus  are  the 
most  ferocious  freshwater  fish  in  the  world,  In  reality  they  seldom  attack  a  human." 


y  This  only  spells  trouble.  Research  company  In-Stat/MDR  sees 
the  market  for  PCs  that  double  as  television  sets  hitting  $1  billion  by  2008  from 
about  $500  million  this  year.  As  if  there  isn't  enough  goofing  off  at  work  already. 


©  Naughty 'Net.  A  U.S.  Supreme  Court  ruling  last  week  against  a  law 
intended  to  protect  children  from  sexually  explicit  material  posted  online  set  off  a 
predictable  but  nevertheless  heated  exchange  between  opposing  sides.  Robert  Corn- 
Revere,  a  lawyer  who  has  represented  free  speech  advocates  in  Internet-related 
cases,  said:  "The  court  stressed  that  parents  are  the  ones  that  have  the  primary 
responsibility  here."  Disappointed  in  the  decision,  Rep.  Michael  Oxley  (R.-Ohio)  said: 
"I  don’t  think  that  pornographers  have  any  more  right  to  shove  their  smut  into  the 
faces  of  children  in  cyberspace  than  they  do  at  the  corner  newsstand." 


technical  users  to  make  PC  configuration  decisions  that  might  be  beyond  their  grasp. 
Microsoft  will  offer  free,  worldwide  telephone  support  for  the  service  pack.  Microsoft  is 
returning  to  its  policy  to  provide  free  support  for  service  packs  after  leaving  support  for 
Windows  XP  SP1  to  the  PC  makers.  Nevertheless,  HP  Dell  and  Gateway  also  are  gearing 
up  for  the  release  of  SP2  and  will  support  their  customers,  spokespeople  for  the  PC 
makers  say 

Survey  chronicles  wasted  millions 

■  Thirty  blue-chip  companies  surveyed  recently  by  Business  Engine,  an  IT  portfolio 
management  software  maker,  reported  wasting  an  average  of  $10  million  apiece  per 
year  on  poorly  managed  IT  projects.The  survey  found  that  three  key  areas  account  for 
the  majority  of  the  missed  opportunities  to  use  IT  dollars  more  effectively.  About  one- 
third  of  the  total  loss  is  the  result  of  failure  to  take  advantage  of  offshore  outsourcing, 
respondents  said.  “The  biggest  prize  will  go  to  those  organizations' that  start  their  off¬ 
shore  initiatives  as  soon  as  possible,”  says  Doug  Dickey  CEO  and  president  of  Business 
Engine. Twenty-eight  percent  of  the  losses  were  the  result  of  poor  visibility  and  control 
of  projects  that  result  in  missed  deadlines.  A  failure  to  align  IT  with  business  strategy 
accounted  for  another  28%  of  the  losses. 

Fighting  crime  with  data 

■  The  state  of  Mississippi  is  deploying  a  new  system  that  aggregates  data  from  multiple 
sources  —  including  mug  shots,  arrest  warrants,  hazardous  materials  data  and  medical 
emergency  protocols  —  in  one  database  accessible  to  police  and  other  public  safety 
personnel  working  in  the  field.  The  initial  pilot  of  the  Mississippi  Automated  System 
Project  will  support  all  law  enforcement,  fire  department  and  emergency  medical  ser¬ 
vices  within  three  of  the  state’s  counties.The  system  incorporates  IBM’s  iSeries  825  and 
xSeries  445  servers  running  Novell’s  SuSE  Linux,  remote  access  software  from  Tarantella 
and  IBM’s  DB2  database  software.The  project,  funded  by  $14  million  in  federal  grants, 
eventually  could  become  a  model  for  linking  law  enforcement  and  public  safety  agen¬ 
cies  nationwide,  IBM  says. 

Network  Associates  now  McAfee 

■  Network  Associates  last  week  officially  changed  its  name  to  McAfee,  as  had  been 
planned.  The  sale  of  its  Sniffer  technologies  division  to  Silver  Lake  Partners  and 
Texas  Pacific  Group  is  expected  to  close  by  the  end  of  the  month,  the  company  also 
confirmed. 
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Novell  CTO 
updates  open 
source  plan 

a  BY  PAUL  ROBERTS 

BOSTON  —  As  part  of  its  transi¬ 
tion  to  an  open  source  software 
model,  Novell  will  scale  back  its 
investment  in  some  proprietary 
technology  that  competes  with 
open  source  alternatives. 

The  company  will  make  only 
minimal  investments  in  its 
BorderManager  VPN  and  other 
products  in  favor  of  open  source  I 
alternatives  as  it  tries  to  create  a 
blend  of  open  and  closed  source  | 
products,  said  Alan  Nugent,  j 
Novell’s  CTO,  at  last  weeks 
Usenix  conference  in  Boston. 

Adopting  an  open  source  strat¬ 
egy  forced  changes  in  the  model 
Novell  used  to  license  its  tech¬ 
nology  and  in  its  traditional, 
closed-source  business  model 
based  on  vendor  lock-in,  he  said. 

Novell  now  is  concentrating  on 
providing  quality  customer  sup¬ 
port  and  maintenance  for  its 
products,  and  targeting  propri¬ 
etary  development  in  areas 
where  there  is  demand,  he  said. 

The  company  is  investing  in 
and  developing  proprietary  tech¬ 
nology  in  areas  that  can  comple¬ 
ment  open  source  initiatives 
such  as  storage  networks,  grid 
computing,  identity  manage¬ 
ment  and  resource  manage¬ 
ment.  Novell  also  will  reduce  its 
investment  in  technologies  that 
have  become  commoditized  by 
open  source  or  proprietary  alter¬ 
natives,  he  said. 

Although  Novell  will  be  scaling 
back  investment  in  Border- 
Manager  VPN,  the  company  will 
continue  to  develop  and  support 
the  product.  It  might  begin  inte-  { 
grating  open  source  VPN  compo¬ 
nents  in  a  way  that  is  transparent 
to  BorderManager  customers, 
Nugent  said. 

More  Novel!  products  will  go 
the  way  of  BorderManager.  The 
company  is  planning  announce¬ 
ments  for  the  LinuxWorld  Confer¬ 
ence  &  Expo  next  month, and  the 
BrainShare  Conference  in  Sep¬ 
tember,  he  said. 

One  goal  is  to  focus  on  tech¬ 
nologies  in  which  no  open 
source  alternatives  exist  and  in 
which  there  isn’t  much  interest 
from  the  open  source  commun¬ 
ity,  such  as  identity  management 
and  provisioning,  he  said. 

Roberts  is  a  correspondent 
with  the  IDG  News  Service. 


Cisco  buy  to  link  remote  resources 


■  BY  PHIL  HOCHMUTH  AND 
DENI  CONNOR 

Cisco’s  plans  to  acquire 
Actona  Networks  is  a  move  to 
help  users  link  remote  enter¬ 
prise  resources  with  corporate 
storage  and  file  serving. 

The  proposed  $82  million  buy¬ 
out  of  Actona,  announced  last 
week,  gives  Cisco  a  remote 
office  storage  and  caching 
appliance,  which  it  will  later 
offer  as  a  module  on  2600  and 
3700  series  WAN  routers.  Cisco 
says  the  technology  can  be  used 
to  eliminate  remote  file  servers, 
storage  and  back-up  devices 
from  branch  offices,  while 
boosting  performance  of  cen¬ 
trally  hosted  Unix-,  Linux-  and 
Windows-based  applications. 

Actona  has  48  employees  who 
will  become  part  of  Cisco’s 
Routing  Technology  Group.  The 
acquisition  is  expected  to  close 
in  November.  Cisco  owned  17% 
of  Actona  before  the  acquisition 
announcement. 

Actona  sells  a  caching  appli¬ 
ance  that  sits  in  a  remote 
branch  office  and  provides  a 
local  instance  of  files  stored  on 
systems  in  a  central  data  center. 
The  appliance  provides  support 
for  Network  File  System  (NFS) 
and  Common  Internet  File 
System  (CIFS)  environments 
used  in  Unix,  Linux  and 
Windows  servers. 

These  local  instances  of  data 
and  their  file  systems,  along  with 
traffic  compression,  let  files  be 
accessed  and  saved  more  quick¬ 
ly  between  the  remote  and  cen¬ 
tral  sites,  Cisco  says,  because 
CIFS  and  NFS  messages  don’t 
have  to  be  passed  over  the  WAN 
link.  Plus,  only  changes  to  an 
opened  file  are  sent  back  to  the 
central  site,  instead  of  the  entire 
file.  The  technology  also  elimi¬ 
nates  the  need  for  remote  office 
backup,  which  can  be  slow  over 
low-speed  links,  Cisco  says. 

The  appliances  include  local 
hard  disks  and  can  attach  to 
additional  storage  devices  or 
connect  to  file  servers  or  net¬ 
work-attached  storage  systems. 
They  also  support  print  server 
functions.  The  products  do  not 
support  Novell  File  System. 

Actona’s  devices,  which  com¬ 
pete  with  products  from  Tacit 
Networks,  Riverbed  and  Novell, 
are  priced  starting  at  $65,000. 

“The  acquisition  does  make 
sense  since  it  could  be  used  to 
extend  Cisco’s  intelligent  net¬ 


/  \ 

Cisco’s  server-iess  branch 

The  acquisition  of  Actona  Technologies  is  aimed  at  letting  Cisco  routers  help  speed 
remote  file  serving  and  storage  access. 


O  A  remote  office  user  opens  a  document.  Instead  of  accessing  ©  An  Actona  module  on  the  o  When  the  file  is  saved  and  closed,  only 
a  local  file  server,  the  file  is  pulled  from  a  data  center  server  router  stores  an  instance  the  changes,  not  the  whole  file,  are  sent 

and  cached  on  a  module  on  a  local  Cisco  router.  of  the  file  locally.  back  to  the  central  data  center. 

v _ _ _  j-rgiSM 


work  model  further  into  the  stor¬ 
age  arena,” says  Jamie  Gruener.a 
senior  analyst  with  The  Yankee 
Group. 

Cisco  plans  to  sell  Linux-based 
appliances  running  on  Actona’s 
ActaStore  EdgeServer  remote 


office  software,  as  well  as  its 
ActaStore  CoreServer  data  cen¬ 
ter  product.  In  addition  to 
putting  Actona-based  blades  on 
routers,  Cisco  says  it  plans  to  put 
ActaStore  CoreServer  functions 
onto  a  service  module  for  the 


Catalyst  6500  switch,  which  is 
used  widely  in  data  center  net¬ 
works.  Cisco  expects  to  have 
stand-alone,  Actona-based  prod¬ 
ucts  by  the  year-end,  and  inte¬ 
grated  switch/router  products 
next  year.® 


Start-up  to  tackle  app  mgmt 


■  BY  DENISE  DUBIE 

IT  managers  looking  to  better  understand  how 
applications  use  their  network  infrastructure  —  and 
more  quickly  spot  potential  failures  —  have  a  new¬ 
comer  to  the  application  management  market  to 
consider. 

NLayers,  which  has  received 
more  than  $4  million  in  venture 
funding  over  the  past  year,  this 
week  will  launch  its  InSight 
product  suite.  Founder  and 
CEO  Gili  Raanan  says  InSight 
can  build  a  dynamic  model  of 
elements  that  support  applica¬ 
tions  and  alert  network  man¬ 
agers  when  a  change  in  the 
infrastructure  will  adversely 
affect  application  performance. 

“We  model  physical  servers 
and  application  dependencies. 

We  simplify  a  very  complicated  system  so  customers 
can  make  better  use  of  it,”  Raanan  says. 

InSight  uses  a  rack-mountable  appliance  loaded 
with  software  that  sits  in  a  customer  data  center  and 
passively  monitors  traffic  using  multiple  network 
interface  cards  to  connect  to  servers  and  switches. 
InSight  collects  copies  of  application  packets  cross¬ 
ing  the  network,  stores  the  information  in  a  built-in 
database  and  uses  it  to  model  application  behavior 
and  create  baselines.  Instead  of  SNMP  polling,  the 
product  uses  proprietary  algorithms  and  APIs  to  gath¬ 
er  data  from  network  components  in  the  application 
infrastructure, a  combination  of  devices, servers, data¬ 
bases  and  users  on  which  applications  depend. 


Market  research  firm  APM  Advisors  says  compa¬ 
nies  such  as  Collation,  Relicore  and  Vieo  also 
attempt  to  identify  application  components  and 
map  dependencies  between  multiple  elements  to 
monitor  performance.  For  example,  if  an  end  user  or 
a  business  unit  depends  on  a  server  that  runs 
BsopleSoft,  which  depends  on 
a  specific  switch  and  so  on, the 
product  can  identify  where 
along  the  chain  performance 
degraded  and  what  will  be 
affected. 

Lynn  Nye?  president  of  APM 
Advisors,  says  InSight  can  give 
customers  a  comprehensive 
view  of  their  application  net¬ 
work  and  let  them  know  in 
advance  how  changes,  such  as 
adding  software  to  a  Web  serv¬ 
er  or  rerouting  Web  traffic 
through  a  different  server, 
could  affect  application  performance. 

“NLayers  is  focused  on  giving  customers  a  picture 
of  what  they  have  and  showing  them  how  changes 
did  affect  application  performance  and  how  new 
changes  could  impact  performance,”  Nye  says.  While 
passive  monitoring  is  a  good  start,  Nye  adds,  the  com¬ 
pany  eventually  will  need  to  upgrade  its  product  to 
include  active  polling  and  data  gathering  if  it  wants 
to  compete  with  Computer  Associates,  IBM  Tivoli  and 
Mercury  Interactive,  which  also  are  looking  to  man¬ 
age  application  infrastructure. 

Pricing  for  nLayers  InSight  starts  at  about  $2,500 
monthly  with  the  subscription  payment  model  or 
$45,000  for  a  perpetual  license.* 


Downtime  dilemma 

Gartner  estimates  the 
hourly  cost  of  downtime  for 
networks  at  $42,000,  and 

54% 

of  the  time  applications  are 
the  cause. 
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In  need  of  patching  triage 

IT  professionals,  medical  device  makers  and  the  FDA 
are  struggling  to  find  the  best  way  to  keep  healthcare 
networks  secure  from  viruses  and  worms  that  can 
attack  networked  medical  systems. 


Healthcare  IT  professionals 

They  want  to  patch  networked  medical  devices  and 
run  anti-virus  software  against  them,  but  say  their 
hands  are  tied  by  medical  device  makers  and  the  FDA. 


Medical  device  makers 

They're  balancing  the  need  to  keep  their  products 
from  getting  infected  by  viruses  and  worms  with 
making  sure  the  devices  meet  FDA  requirements. 

FDA 

It  requires  medical  device  makers  to  adhere  to  strict 
manufacturing  processes,  but  wants  IT  pros  and  device 
makers  to  work  out  their  differences. 


Unpatched 

continued  from  page  1 

gear  malfunctioning  simply  be¬ 
cause  it  didn’t  get  the  needed 
security  patch  update  in  time. 

Blaster,  Sasser  and  other  attacks 
on  the  ’Net  over  the  past  year 
haven’t  left  hospital  networks 
untouched.  ECR1,  the  Plymouth 
Meeting,  Pa.,  technical  advisory 
and  information  services  firm  for 
the  medical  industry  says  it  has 
gotten  reports  of  computer 
worms  invading  hospital  net¬ 
works  and  forcing  IT  staffs  to  take 
patient-care  equipment  offline. 

“Medical  devices  have  been 
impacted  where  staff  has  to  walk 
data  over  from  a  printout”  rather 
than  viewing  it  from  a  screen  at 
bedside,  says  Jim  Keller,  director 
of  ECRI’s  Health  Devices  Group. 
“We  have  no  case  of  anyone 
injured  yet.” 

Hospitals,  particularly  the  more 
modern  ones  that  rely  on  net¬ 
works  for  quickly  sharing  medical 
imaging  and  patient  health  data, 
have  the  most  to  lose  in  the  battle 
against  fast-moving  Internet 
worms.  Many  IT  administrators 
say  the  biggest  medical-device 
manufacturers  —  GE  Healthcare, 
Philips  Medical  Systems  and 
Siemens  Medical  Solutions  — 
haven’t  decided  on  the  patch- 
management  process  on  equip¬ 
ment  over  which  they  demand 
control.  (Of  these  three,  only  GE 
Healthcare  responded  to  our 
questions.) 

Getting  hit 

Healthcare  IT  administrators 
say  a  crisis  is  brewing. 

At  North  Shore  Medical  Center, 
Windows-based  ultrasound  ma¬ 
chines  have  been  hit  by  worms 
and  Trojans  that  include  Sasser, 
mblast  and  backdoor.hackde 
fender,  says  Barbara  Corning- 
Davis,  enterprise  clinical  imaging 
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manager  at  the  healthcare  orga¬ 
nization  that  is  part  of  Partners 
Healthcare  System  in  Boston. 

“The  [Philips  Medical  Systems 
ultrasound]  machines  are  con¬ 
stantly  being  infected  with  vi¬ 
ruses,”  she  says.“This  has  become 
a  major  issue  for  the  hospital  IS 
departments  across  [our  organi¬ 
zation  and  affiliated  outfits] .” 

The  portion  of  the  Philips  ultra¬ 
sound  machines  that  takes 
patient  exams  was  not  affected 
by  Sasser,  but  the  processing 
workstation  was,  Corning-Davis 
says.  So  patient  exams  were  cap¬ 
tured  and  stored  as  images  but 
weren’t  routable  across  the  hospi¬ 
tal  network  until  virus  and  worm 
outbreaks  were  cleaned  up. “This 
resulted  in  some  additional  time 
per  exam,  walking  down  the  hall 
vs.  processing  in  the  same  room,” 
she  says. 

North  Shore  has  seen  the  same 
situation  occur  with  GE  Medical 
Systems’  fluoroscopic-imaging 
equipment  and  Agfa  computer- 
radiology  equipment  running  on 
Windows  NT,  she  adds. 

With  the  Philips  gear,  the  health¬ 
care  organization’s  IT  staff  ap¬ 
plied  Windows-based  security 
patches  on  its  own,  after  failing  to 
get  a  timely  response  from 
Philips, she  says. 

“Philips  told  us  they  would  turn 
patches  around  within  seven 
days  of  being  released  by  Micro¬ 
soft,  but  they  have  not  met  this, 
sometimes  being  behind  a  year 
or  more,”  Corning-Davis  says. 
While  North  Shore  might  be  tak¬ 
ing  some  legal  risk  in  installing 
patches  on  its  own,  the  hospital 
decided  that  eliminating  security 
risks  to  patient-care  systems  was 
more  important. 

Delays  a  problem 

Another  healthcare  organiza¬ 
tion,  Baystate  Health  Systems  in 
Springfield,  Mass.,  says  its  Win¬ 
dows-based  cancer-care  imaging 
and  treatment  equipment  from 
Siemens  Oncology  Medical  Solu¬ 
tions  hasn’t  been  patched  in  sev¬ 
eral  months. 

“It’s  one  major  Windows 
Service  Pack  behind,”  says  Dan 
Maloney,  Baystate’s  assistant 
director  for  network  services 
and  infrastructure,  clinical  engi- 
neering.“And  I  can’t  get  Siemens 
to  tell  me  if  1  can  even  run  anti¬ 
virus  software  on  it.” 

Under  terms  of  its  equipment 
contract  with  Siemens  Medical 
Solutions,  Baystate  isn’t  allowed 
to  reconfigure  the  system’s  hard¬ 
ware  and  software.  “If  you  apply 
the  patches,  you  void  the  agree¬ 
ments  associated  with  the  de¬ 
vice,”  Maloney  says.  So  the  hospi¬ 


tal  has  to  depend  on  Siemens  to 
do  the  patching. 

Maloney  says  Siemens  has  told 
him  that  the  healthcare  organiza¬ 
tion  has  “to  go  through  the  con¬ 
figuration  change,  test  it  internally 
and  then  submit  the  change  to 
the  FDA  for  approval.” 

Other  hospital  IT  administrators 
are  hearing  similar  things  from 
their  medical  device  suppliers. 

“Pretty  much  all  the  radiology 
modules  and  other  systems  such 
as  echo  and  EKG  run  under 
Windows,”  says  Judy  Klickstein, 
senior  vice  president  of  IT  at  Cam¬ 
bridge  Health  Alliance  in  Massa¬ 
chusetts.  “These  vendors  do  not 
keep  up  with  the  patches  be¬ 
cause  of  the  FDA  rule.” 

Richard  Kubica,  managing 
director  of  IS  infrastructure  at 
Hartford  Hospital  in  Connecticut, 
says  :  “There  are  systems  we  can¬ 
not  patch  because  of  FDA 
requirements.” 

Pointing  fingers 

But  the  FDA  says  fingers  should¬ 
n’t  be  pointed  in  its  direction. 

“The  medical  device  manufac¬ 
turers  say  they  need  FDA  ap¬ 
proval,  but  they  don’t,”  Murray 
says.  “If  this  is  a  security  or  virus- 
related  patch,  it  doesn’t  require 
the  pre-market  submission.” 

Device  makers  do,  however, 
need  to  follow  quality-system  reg¬ 
ulations  when  they  implement 
any  change  such  as  a  patch, 
Murray  says.  This  would  require 
management  control  documen¬ 
tation,  he  adds. 

Murray  says  he  is  deeply  con¬ 
cerned  about  the  possibility  of 
viruses  harming  patient-care 
equipment  that  uses  commercial 
operating  system  software, 
though  he  also  worries  that 
patches  could  cause  problems. 


He  says  he  knows  of  a  case  in 
which  a  blood-bank  system  that 
was  based  on  a  commercial  data¬ 
base  received  a  patch  update  and 
“half  the  records  got  deleted.” 

Murray  also  says  he  knows  that 
healthcare  organizations  are 
being  told  by  device  makers  that 
“if  you  patch  it  yourself,  you  are 
liable  for  the  device.”  Medical 
device  makers  and  their  cus¬ 
tomers  need  to  work  out  a  solu¬ 
tion  before  the  government  steps 
in,  he  says. 

One  vendor’s  response 

GE  Healthcare  defended  its 
practice  of  not  allowing  patch 
updates  until  it  gives  the  go- 
ahead.  GE  also  doesn’t  allow  anti¬ 
virus  software  on  Windows-based 
medical  systems  it  sells  unless  it 
gives  permission.  “The  intrusive 
nature  of  anti-virus  scanning  can 
disrupt  clinical  operations,”  said 
Scott  Bolte,  GE  Healthcare’s  prod¬ 
uct  security  manager  via  e-mail. 

“The  issue  is  not  that  IT  people 
aren’t  capable  of  doing  their  own 
patches  but  the  fact  that  they  first 
should  be  verifying  with  the  man¬ 
ufacturer  the  safety  of  the  patch 
for  use  with  that  device,”  wrote 
Bolte  about  GE  keeping  control 
over  the  patching  process.“GE  rig¬ 
orously  tests  all  software  updates 
before  making  them  available  to 
customers.” 

Although  GE  Healthcare  didn’t 
explain  how  it  interacts  with  the 
FDA  in  terms  of  software  patches, 
Bolte  said,  “The  FDA  requires  all 
medical  equipment  manufactur¬ 
ers  to  follow  good  manufacturing 
processes  (GMP).A  GMP  corner¬ 
stone  is  verifying  that  a  product 
continues  to  be  safe  and  effective 
after  it  is  modified.” 

When  asked  if  there  are  specific 
time  frames  for  accomplishing 


patch  updates  once  a  software 
patch  is  available,  Bolte  an¬ 
swered,  “It  all  depends  on  the 
nature  of  the  security  issue.  When 
necessary  we  proactively  contact 
customers  to  notify  them  of  immi¬ 
nent  threats,  such  as  we  did  with 
MS/Blaster,  and  then  make  patch¬ 
es  available  as  soon  as  they  have 
been  verified." 

Bolte  suggested  that  hospitals 
use  the  “defense  in  depth”  princi¬ 
ple  by  applying  external  controls 
such  as  firewalls,  Layer  3  switches 
and  virtual  LANs  to  restrict  net¬ 
work  access  to  medical  equip¬ 
ment.  He  noted  that  the  De¬ 
partment  ofVeteran  Affairs  in  April 
issued  a  publication  titled  “Med¬ 
ical  Device  Isolation  Architec¬ 
ture, ’’which  he  says  is  an  excellent 
guide  to  how  proper  network  con¬ 
trols  can  help  manage  the  risks 
posed  by  malicious  software  with¬ 
out  interfering  with  day-to-day 
clinical  operations. 

Cooperation  critical 

Hartford  Hospital’s  Kubica  says 
he  knows  from  experience  that 
the  relationship  between  hospital 
and  medical-device  manufactur¬ 
er  need  not  be  adversarial  in 
terms  of  patch  management. 

The  hospital  uses  a  Windows- 
based  system  built  by  Heartlab 
for  viewing  veins  and  arteries.The 
medical  device  maker  insists  on 
managing  the  patch  update 
process  —  it  dictates  how  the 
hospital  has  to  set  up  its  network 
for  the  device  and  the  remote 
patching  process  —  but  Kubica 
says  Heartlab  does  a  reliable  and 
timely  job. 

Nevertheless,  Kubica  says  he 
wishes  the  hospital’s  IT  staff 
could  do  the  patching.  “I  would 
prefer  to  have  control  over  it 
ourselves,”  he  says.  The  smaller 
manufacturers  often  seem  to  be 
more  nimble  than  the  industry 
giants  when  it  comes  to  patch 
management,  he  adds. 

Some  hospitals  are  taking  such 
a  hands-on  approach  to  eliminate 
security  weaknesses  that  ship  out- 
of-the-box  with  medical  equip¬ 
ment  based  on  Windows. 

Corning-Davis  from  North  Shore 
says  this  means  everything  from 
changing  weak  passwords  that 
ship  with  equipment  to  removing 
Microsoft’s  Internet  Explorer 
unless  it’s  absolutely  needed.  It 
also  means  restricting  the  IP 
address  that  can  communicate 
with  the  machine  and  setting  up 
virtual  LANs  just  for  sensitive 
medical  equipment.  ■ 
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Air  Force  unwires 
fighter  maintenance 


■  BY  JOHN  COX 

An  airman  with  the  57th  Aircraft 
Maintenance  Squadron  powers  up 
a  portable  air  conditioner  to  cool 
down  an  F15E’s  avionics,  then  ducks 
under  the  jets  wing  to  escape  the  broil¬ 
ing  Nevada  sun. 

He  opens  a  laptop  to  access  via  a  wire 
less  LAN  the  fighter’s  maintenance  his¬ 
tory,  checks  the  airframes  flight  hours 
and  schedules  maintenance  on  the 
right  engine’s  utility  hydraulics  pump. 

The  laptop  is  a  state-of-theart  ruggedi- 
zed  device  from  ltronix:  You  can  sub¬ 
merge  it  in  jet  fuel  and  still  type  in  com¬ 
mands.  But  the  secure  WLAN  that  con¬ 
nects  technicians  with  data  and  applica¬ 
tion  servers  on  the  Nellis  Air  Force  Base 
network  is  made  up  of  off-the-shelf  Cisco 
802.1  lb  access  points  and  bridges. 

Nellis  was  the  incubator  and  first  site 
for  a  WLAN  model  that  is  now  being 
rolled  out  at  50  air  bases  across  the  U.S. 
It’s  a  key  element  in  the  service’s  point- 
of-maintenance  program,  which  is  in¬ 
tended  to  speed  aircraft  maintenance. 
Using  the  WLAN,  the  technicians  can  fin¬ 
ish  more  work  right  at  the  aircraft,  mini¬ 
mize  travel  over  miles  of  runways  and 
taxiways,  and  pare  down  time-consum¬ 
ing  paperwork  at  the  end  of  work  shifts 
that  can  last  10  to  12  hours. 

The  Nellis  maintenance  WLAN  grew 
out  of  early  wireless  experimentation  by 
a  team  of  Air  Force  innovators  with  the 
57th.These  900  folks  do  everything  from 
pump  gas, change  tires, and  load  rockets 
and  bombs  to  overseeing  maintenance 
schedules  for  a  half-dozen  types  of  war¬ 
planes.  They  work  on  the  flight  line, 
where  the  jets  are  parked  along  Nellis’ 3- 
mile-long  runways,  and  in  special  con¬ 
crete  retaining  areas  where  live  muni¬ 
tions  are  stored  and  loaded. 

The  WLAN  now  blankets  this  entire 
area,  giving  all  flight  line  maintainers 
instant  access,  at  5M  to  1 1 M  bit/sec,  to 
Nellis’  Core  Automated  Maintenance 
System  (CAMS),  a  database  that  stores 
all  kinds  of  data  about  each  aircraft.The 
CAMS  data  is  now  updated  faster,  right 
from  the  flight  line,  and  more  accurately, 
says  Master  Sergeant  Mark  Howarth.the 
squadron’s  network  administrator. 

Users  no  longer  have  to  collect  and 
restore  tools,  and  then  wait  for  a  ride 
back  to  an  office  to  use  a  computer. 

Broader  deployment 

A  related  initiative  developed  by  Telos, 


a  federal  systems  integrator  that’s  been 
working  on  Air  Force  wireless  projects 
for  several  years,  involves  packaging  this 
WLAN  system  into  what  the  Air  Force 
calls  a  deployment  server.  This  server  is 
an  easy-to-install  box  that  can  be 
packed  up  and  shipped  anywhere  that 
warplanes  have  to  be  cared  for  on  short 
notice  in  areas  that  lack  the  infrastruc¬ 
ture  on  established  bases. 

The  deployment  server  has  been 
shipped  to  units  working  with  the 
Predator  pilotless  drone,  which  was 
used  in  Afghanistan,  and  its  jet-powered 
counterpart,  Global  Hawk.  Both  are 
based  at  Nellis. 

Eventually,  the  WLAN  will  access  digi- 


A  WLAN  at  Nellis  AFB  lets  this  airman  with 
the  57th  Air  Maintenance  Squadron  ac¬ 
cess  server  data  on  a  fighter  jet's  mainte¬ 
nance  history.  Without  leaving  the  aircraft, 
he  can  update  records,  order  parts  and 
schedule  repairs.  The  same  WLAN  model  is 
being  roiled  out  at  50  U.S.  air  bases. 

tized  technical  data,  Howarth  says.  The 
Air  Force  is  phasing  out  the  bulky  print¬ 
ed  maintenance  manuals,  often  with  2- 
foot-long  foldouts  of  complex  schematic 
diagrams,  with  digital  data  on  servers 
and  sometimes  CD-ROMs.  That’s  already 
being  partly  done  for  some  aircraft,  such 
as  engines  for  the  F15  fighter,  and  com¬ 
pletely  done  for  the  pilotless  drones.  A 
recent  news  story  reported  that  Lock¬ 
heed  Martin’s  plan  to  introduce  elec¬ 
tronic  manuals  for  the  FI  6  Fighting  Fal¬ 
con,  to  replace  50,000  printed  pages  in 
250  volumes,  would  save  $500  million 
over  the  remaining  life  of  this  aircraft. 

A  key  figure  in  the  evolution  of  the 
WLAN  project  is  former  Sergeant  Steven 
Carlson,  now  a  senior  WLAN  administra¬ 
tor  with  Telos,  still  working  at  Nellis.  In 
1998,  he  persuaded  his  superiors  to 
invest  $95,000  in  WLAN  access  points 
and  bridges  to  cover  about  90%  of  the 
flight  line  and  another  $5,000  on  WLAN 
gear  to  be  used  instead  of  running  fiber 
See  Air  Force,  page  14 
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Plummeting  prices 


MCI  recently  sent  users  a  letter  promoting  25%  to  40%  rate  reductions  for  a  variety 
of  services.  Here’s  a  sampling  from  that  letter. 


Service 

Port  speed 

Example  of  old 
monthly  price 

Example  of  new 
monthly  price 

Savings 

MPLS 

256K  bit/sec 

$260 

$180 

31% 

IP  VPN 

T-1, 1.544M  bit/sec 

$1,150 

$850 

26% 

Internet  access 

BurstableT-1  up  to  128K  bit/sec 

$450 

$325 

28% 

Frame  relay  64K  bit/sec 

$135 

$85 

37% 

Private  line 

T-1,  up  to  200  miles* 

$540 

$400 

26% 

Audio  conferencing 

Unattended  toll  free 

$0.1350** 

$0.10** 

_ 

26% 

*Private  line  service  is  distance  sensitive.  **Per  minute. 


Prices 

continued  from  page  1 

[expired]  contract,”  says  Mark 
Winther,  group  vice  president  of 
worldwide  telecommunications 
at  IDC.That  seems  pretty  typical 
and  consistent"  for  most  users 
across  the  board. 

The  expectation  early  this  year 
was  that  continued  pricing  pres¬ 
sure  was  bad  for  the  industry 
and  that  it  was  going  to  dissi- 
pate.“But  now  it’s  clear  it  is  not,” 
he  says. 

MCI  may  or  may  not  have  fired 
the  first  shot,  but  the  carrier 
clearly  added  to  further  price 
declines  with  a  direct  mail  cam¬ 
paign  it  sent  out  late  in  the  first 
quarter. 

In  March  and  April  MCI  sent 
AT&T  customers  a  letter  that 
guaranteed  rate  reductions.  The 
letter  said,  “Any  new  business 
that  you  select  to  migrate  to 
MCI,  MCI  offers  you  up  to  40% 
savings  with  a  minimum  savings 
guarantee  of  25%  from  rates  that 
you  are  currently  paying.” 

MCI  offered  specific  savings 
on  a  variety  of  services  from 
audio  conferencing  to  IP  VPN 
services.  The  company  would 
not  say  how  many  AT&T  cus¬ 
tomers  received  the  letter,  but 
one  report  in  The  Wall  Street 
Journal  said  about  500  letters 
were  sent  out. 

“Our  objective  was  not  to  fuel 
a  price  war  but  to  promote  MCI 
services  to  AT&T  customers,”  an 
MCI  spokeswoman  says.  MCI 
says  the  promotion  was  devised 
after  AT&T  CEO  David  Dorman 
proclaimed  during  a  press  con¬ 
ference  in  January  that  AT&T 
“will  not  be  beat  on  price.” 


AT&T  says  Dorman’s  com¬ 
ments  merely  reflected  the  com¬ 
pany’s  commitment  to  stem 
losses  it  attributed  to  its  failure 
to  fight  fire  with  fire. 

No  matter  which  carrier  start¬ 
ed  the  war,  analysts  agree  that 
MCI’s  letter  is  a  valuable  negoti¬ 
ating  tool  for  customers. 

“This  is  an  important  develop¬ 
ment,”  says  David  Rohde,  analyst 
at  TechCaliber  Consulting. 

Rohde  says  the  letter  indicates 
that  there  are  savings  to  be  had 
for  customers  who  revised  their 
contracts  as  recently  as  12 
months  ago.  Although  this  par¬ 
ticular  promotion  is  over,  the 
rates  and  savings  MCI  promises 
can  be  used  as  a  starting  point 
for  negotiations,  he  says. 

“Savings  users  can  get  on 
these  services  are  quite  substan¬ 
tial  when  you  factor  in  the  idea 
that  [any  carrier]  would  not 
publish  and  send  out  in  a  direct 
mail  piece  their  best  offer,”  he 
says. 

MCI  is  offering  these  rates  and 


better,  and  AT&T,  Sprint  and  oth¬ 
ers  have  responded,  he  says. 

“There  has  clearly  been  com¬ 
petitive  pricing  and  we  have 
been  talking  to  our  providers,” 
says  Larry  Quinlan,  CIO  at 
Deloitte  Consulting  in  New  York. 
“One  of  the  best  practices  we 
have  been  doing  is  building  a 
clause  in  our  contract  where  we 
can  annually  renegotiate  rates 
so  we  can  ride  the  curve  down.” 

But  as  Quinlan  notes,  lower 
rates  don’t  automatically  trans¬ 
late  into  lower  costs.  “Yes,  we 
have  been  getting  lower  per-unit 
rates,  but  at  the  same  time  our 
bandwidth  requirements  have 
continued  to  skyrocket,”  he  says. 

Customers  who  sign  multi-year 
contracts  are  advised  to  include 
rate-review  clauses  so  they  can 
take  advantage  of  lower  rates  if 
they  become  available,  Rohde 
says.  Those  who  do  not  have 
such  clauses  typically  cannot 
get  out  of  their  contract  without 
penalties.  Rohde  advises  users 
to  start  negotiating  a  new  con¬ 
tract  about  nine  months  before 
a  contract  is  set  to  expire. 

While  the  carriers  say  price 
wars  are  not  good  for  anyone, 
analysts  say  the  largest  interex¬ 
change  carriers  and  even 
incumbent  local  exchange  car¬ 
riers  are  aggressively  fighting  for 
enterprise  business. 

One  Forrester  Research  client 
that  is  in  the  process  of  renego¬ 
tiating  its  contract  is  seeing  sim¬ 
ilar  pricing  from  AT&T  and  MCI 
in  its  second  round  of  negotia¬ 
tions,  says  Lisa  Pierce,  a  vice 
president  at  the  consulting  firm. 
This  user  spends  $3  million  per 
year  on  data  and  voice  services. 

But  in  that  second  round  of 
talks,  MCI  also  offered  an  incen¬ 
tive.  If  customers  reached  cer¬ 
tain  milestones  on  their  con¬ 
tracts  they  would  receive  “huge” 
credits,  Pierce  says.  After  the 
credit,  MCI's  overall  contract  is 
35%  lower  than  AT&T’s  offer. 


The  milestones  that  trigger 
these  credits  are  typically  based 
on  dollars  spent,  usage  or 
expired  time  on  a  multi-year 
contract.  “1  don’t  like  these 
[credits]  because  they  do  not 
allow  a  user  to  compare  their 
contracts  apples  to  apples,” 
Pierce  says.  “It  distorts  the 
process.” 

In  this  case  other  bidders 
offered  smaller  credits.  “But 
MCI’s  was  10  times  more,”  she 
says. 

Users  need  to  keep  in  mind 
that  price  is  only  one  factor  in 
contract  negotiations.“There  are 
some  very  important  non-price 
issues  that  users  also  have  to 
consider,”  Pierce  says. 

For  users  issuing  an  RFP  to 
move  from  frame  relay  to  Multi¬ 
protocol  Label  Switching,  their 
top  priority  should  not  be  price 
but  reliability  and  perfor¬ 
mance,  she  says.  Once  those 
two  criteria  are  met,  negotiating 
the  best  price  should  come 
into  play. 

While  price  wars  translate  to 
lower  service  rates  for  most 
users,  the  result  is  business  ser¬ 
vice  revenue  that  goes  down  only 
for  the  carriers.  While  AT&T,  MCI 
and  Sprint  are  on  the  verge  of  an¬ 
nouncing  their  second-quarter 
earnings,  everything  is  pointing 
to  the  fact  that  revenue  will  be 
even  lower  than  expected,  IDC’s 
Winther  says. 

While  lower  monthly  rates  are 
good  for  all  users  on  tight  bud¬ 
gets,  in  the  long  run  lower  prices 
could  translate  into  customer 
service  issues  and  less  reliable 
network  performance. 

“This  silver  cloud  can  have  a 
dark  lining  if  the  carrier  doesn’t 
have  enough  money  to  invest  in 
research  and  development  or 
training  their  people,”  Pierce 
says.  ■ 
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Air  Force 

continued  from  page  13 

to  the  distant  ordinance  loading  area,  a  project  that  would  have  cost 
$1.2  million. 

“My  people  did  the  install,  the  troubleshooting  and  all  that,  and  we 
stayed  within  USAF  regs  for  security  and  management,”  he  says.  “We 
were  pretty  much  writing  those  regs  as  they  are  now  for  wireless  policy’ 

Security  initially  consisted  of  changing  encryption  keys  on  a  regular 
basis  and  a  set  of  procedures  for  manually  changing  all  the  keys  on  all 
laptops  and  access  points  if  necessary  Today  Nellis  uses  multiple  layers, 
including  Wi-Fi  Protected  Access,  key  changes  five  times  each  hour  and 
running  all  WLAN  traffic  over  a  VPN  for  encryption  and  authentication. 

Eventually,  says  Telos’ Chief  Wireless  Architect  Rob  Smith,  there  will  be 
a  single  sign-on  capability  a  full  802.1x  implementation  and  a  public- 
key  infrastructure.  “Full-blown  PK1  requires  a  hardware  token,  like  a 
smart  card,  but  the  government  hasn’t  sorted  that  out  yet,”  Smith  says. 

Howarth  and  Carlson  are  proud  that  the  Air  Force’s  Network  Intrusion 
Team,  dubbed  the  Red  Team,  has  been  unable  to  crack  the  WLAN’s 
existing  security“They  said  it  was  a  significant  improvement  [in  WLAN 
security]  over  the  previous  generation  of  wireless,”  Carlson  says. 

One  issue  not  faced  by  most  enterprise  networks  was  ensuring  safety 
in  the  sites. “We  checked  the  output  power  and  frequencies  to  make 
sure  wc  wouldn’t  make  anything  go ‘boom,’” Carlson  says.B 
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■  LAN/WAN  SWITCHES  AND  ROUTERS 

■  ACCESS  DEVICES  ■  SERVERS  ■  VPNS 

■  OPERATING  SYSTEMS  ■  NETWORKED  STORAGE 

■  VOIP  ■  WIRELESS  NETWORKS 


■  IBM  Global  Services  has  begun 
offering  a  round-the-clock  monitoring 
service  to  detect  rogue  wireless  LANs 
by  using  the  AirDefense  wireless  sen¬ 
sor  and  equipment  IBM  developed. 

The  price  for  the  monitoring  service 
starts  at  $15,000. 

■  Microsoft  and  Fujitsu  are 
expanding  a  global  systems  inte¬ 
gration  alliance  to  work  together 
on  software  and  hardware  for  mis¬ 
sion-critical  systems.  Under  the 
alliance,  the  companies  will  develop 
Fujitsu  servers  based  on  Intel’s 
Itanium  processors  and  Windows 
Server  2003  and  next-generation 
operating  system  code-named  Long¬ 
horn.  Fujitsu  also  will  place  engi¬ 
neers  in  Microsoft’s  Redmond, 

Wash.,  campus  and  integrate  .Net 
into  its  Triole  software  suite.  The  first 
system  developed  as  a  result  of  the 
alliance  will  be  an  Itanium-based 
server  available  in  the  first  half  of 
next  year,  Fujitsu  says.  Fujitsu  says  it 
expects  to  see  worldwide  revenue  of 
$7.2  billion  by  2007  from  sales  of 
enterprise  servers,  software  prod¬ 
ucts  and  services  as  a  result  of  the 
alliance.  Their  current  alliance  has 
reported  revenue  of  $2.2  billion  in  fis¬ 
cal  year  2002  and  $2.3  billion  in  2003. 
Announcement  of  the  deal  comes 
less  than  a  month  after  Fujitsu  com¬ 
mitted  to  work  more  closely  with 
Sun  through  merging  their  Sparc 
processor- based  server  product  lines 
by  2006.  The  Sparc-based  machines 
compete  with  Windows  servers. 

■  Deem  has  announced  its  stor¬ 
age  security  appliance 
DataFort  has  received  Federal 
Information  Processing  Standard 
140-2  Level  3  certification  from  the 
U.S.  National  Institute  of  Standards 
and  Technology.  The  FIPS  140-2  certi¬ 
fication  means  that  the  DataFort 
appliance  has  passed  the  encryption 
and  key  management  evaluations 
required  by  NIST  and  can  be  sold  to 
federal  government  agencies  that 
require  FIPS  140-2  certification. 
DataFort  pricing  starts  at  $30,000. 


Zultys  adds  IP  PBX  clustering 

■  BY  PHIL  HOCHMUTH  / - 


VoIP  clustering 


Zultys  is  adding  clustering  capabilities  to  its  MX250  IP  PBX,  letting 
multiple  devices  act  as  a  large  redundant  system. 
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O  Up  to  1-000  users  can 
attach  to  an  MX250 
cluster.  Endstations  see 
the  system  as  a  single 
image  with  one  IP  address. 


©  Up  to  four  MX250s  can  be  clustered,  with  a  single  0  A  Zultys  XRS12  appliance 


offline  standby  box  for  failover  protection.  Call 
processing  is  distributed  among  nodes  in  the 
cluster.  System  databases  and  voice  mail  storage 
are  replicated  across  the  nodes. 


aggregates  up  to  12  T-1  lines, 
allowing  the  cluster  to  share 
outbound  PSTN  access  over 
an  Ethernet  link. 


Zultys  Technologies  this  week  is  set  to 
announce  a  clustering  technology  for  its 
IP  PBXs  aimed  at  letting  users  create 
resilient,  high-scale  VoIP  systems  using 
groups  of  small  call  servers. 

MXCluster  could  help  Zultys  users  with 
MX250  IP  PBXs  increase  their  system 
capacity  by  linking  multiple  low-cost 
boxes,  instead  of  upgrading  to  a  high-end 
IP  PBX  from  Zultys  or  other  vendors,  the 
company  says. Tying  together  MX250s  in  a 
cluster  also  increases  the  failover  capabili¬ 
ties  of  the  device  and  public  switched  tele¬ 
phone  network  (PSTN)  links. 

Announced  last  year,  the  MX250  is  a 
Linux-based  IP  PBX  appliance  that  uses 
Session  Initiation  Protocol  (SIP)  for  call 
setup  and  signaling.SIP  is  aVoIP  call  con¬ 
trol  and  application  protocol  technology. 

The  box  includes  up  to  200  hours  of 
voice  mail  storage  and  can  handle  up  to 
250  attached  SIP  phone  users.  (Zultys 
makes  a  SIP  phone,  but  the  MX250  can 
work  with  any  standards-based  SIP  end¬ 
point,  such  as  a  Cisco  or  Pingtel  SIP  IP 
phone  or  Windows  PC  with  the  SIP-based 
Windows  Messenger  client.) 


Version  2.2  of  the  MX250  operating  sys¬ 
tem  software  allows  two  to  four  MX250s  to 
link  together  to  provide  IP  phone  connec¬ 
tivity  for  up  to  1,000  users.The  cluster  also 
combines  the  voice  mail  storage  of  the 


separate  systems  into  a  virtual  store  of  800 
hours  of  voice  mail  across  the  clustered 
systems’  hard  disks. The  clustered  systems 
have  one  IP  address  and  share  one  user 

See  Zultys,  page  16 


Start-up  crams  more  data  onto  WAN 


■  BY  TIM  GREENE 

Start-up  Orbital  Data  is  launching  gear 
that  it  says  boosts  throughput  on  WAN  con¬ 
nections  10  times  or  more  by  overcoming 
bottlenecks  caused  by  the  limitations 
of  TCP 

Called  Orbital  5500,  the  appliance  is  sold 
in  pairs  with  one  at  each  end  of  a  wide- 
area  link,  where  they  optimize  TCP  sessions 
so  transmissions  fill  the  available  pipe 
rather  than  sending  at  the  slower  speeds 
that  TCP  normally  dictates. 

TCP  requires  an  acknowledgment  of 
each  packet, and  if  that  acknowledgment  is 
slow  or  fails  to  come,  the  sending  machine 
throttles  back  its  transmission  rate,  assum¬ 
ing  the  link  is  congested,  even  if  it’s  not,  the 
company  says.  Orbital  says  this  can  result 
in  WAN  connections  running  at  only  20% 
of  capacity  because  of  packet  loss  across 
the  link. 

To  eliminate  this,  the  company  uses  a 
feedback  mechanism  between  its  devices 
so  traffic  is  sent  at  the  speed  of  the  con¬ 


nection.  This  is  done  using  Orbital’s  own 
flow-,  congestion-  and  retransmission-con¬ 
trol  algorithms  and  buffers  in  the  boxes. 
When  traffic  is  sent  across  a  WAN,  it  is  sent 
using  standard  TCP  Orbital  Data  calls  its 
technology  Total  Transport. 

Competition 

Competitor  Peribit  Networks’  WAN  gear 
adjusts  TCP  receive-window  size  to  maxi¬ 
mize  throughput  across  WAN  connections. 
Peribit  gear  also  compresses  traffic.  Start-up 
Aspera  sells  software  that  sends  WAN  traffic 
using  a  proprietary  transport  mechanism 
other  than  TCP  Riverbed  Technology 
spoofs  protocols  to  reduce  the  number  of 
transactions  necessary  to  complete  a  WAN 
transfer,  thereby  reducing  the  total  number 
of  packets  crossing  the  connection. 

Using  Orbital  5500  boosted  throughput 
for  film  production  company  Nice  Shoes 
from  300K  to  4.5M  bit/sec  —  15  times  the 
throughput,  says  John  DiMaggio,  the  New 
York  firm’s  director  of  new  media  services. 
In  addition  to  speeding  up  the  traffic,  the 


Orbital  5500  devices  can  reserve  band¬ 
width  for  traffic  other  than  the  large  video 
files  the  company  sends,  DiMaggio  says.To 
accomplish  this,  he  has  set  the  devices  to 
max  out  at  5M  bit/sec,  so  1M  bit/sec  of 
bandwidth  will  be  left  even  when  sending 
video  files. 

One  drawback  is  that  the  system  requires 
a  box  at  both  ends,  he  notes,  and  if  a  busi¬ 
ness  partner  doesn’t  own  one,  Nice  Shoes 
has  to  put  up  with  slower  speeds.The  com¬ 
pany  has  two  Orbital  Data  boxes,  and  for 
big  jobs,  sends  the  second  one  to  the  part¬ 
ner.  The  devices  are  placed  between  the 
LAN  and  the  WAN,  and  if  they  fail,  traffic 
passes  through  as  if  they  weren’t  there. 

Orbital  5500  is  managed  via  a  Web  inter¬ 
face  on  each  device.  Pricing  ranges  from 
$12,000  for  T-1  throughput  to  $50,000  for 
200M  bit/sec  throughput. 

The  company  was  founded  in  June  2002 
and  is  funded  by  $15  million  from  Sevin 
Rosen  Funds  and  Redpoint  Ventures.  Its 
CEO,  Richard  Pierce,  is  the  former  COO  of 
Inktomi.  ■ 
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Ease  of  use  and  the  exasperation  factor 


Every  product,  according  to  its  mak¬ 
ers,  is  easy  to  use.  And,  for  the  folks 
who  designed  it,  I’m  sure  it  is. 

But, say  what  they  will, so  many  products 
that  should  be  easy  to  use,  just  aren’t. This 
“exasperation  factor”  —  the  sigh  you 
heave  when  you  hit  that  brick  wall  — 
undoubtedly  causes  many  would-be  buy¬ 
ers  of  a  demo  package  just  to  leave,  never 
to  return.  Still,  vendors  seem  to  be  bliss¬ 
fully  unaware  of  the  opportunities  that 
they  are  losing. 

My  recent  experience  with  a  claimed 
“enterprise-class”  file  replication  package 
(which  shall  remain  nameless)  is  charac¬ 
teristic  of  so  many  offerings  today 
The  package  runs  on  Windows  and  pro¬ 
vides,  it  says, “powerful, intelligent” features 
for  mission-critical  applications  allowing 


replication  across  LANs,  WANs,  VPNs  — 
everything. 

After  working  with  the  product  for  a  few 
hours  though,  one  has  to  wonder  ser¬ 
iously  if  anyone  outside  of  the  develop¬ 
ment  team  ever  gave  input  into  its  screen 
design,  data-entry  fields,  message  texts  or 
status  indicators.  Dealing  with  the  GUI  was 
exasperating. 

Even  setting  up  a  simple  replication 
between  two  local  servers  required  some 
unnecessary  guesswork.  Some  examples: 

When  setting  up  the  parameters  for  the 
source  and  target,  there  is  a  grayed-out 
field  that  reads  “Select  Share.”  Yet,  when 
you  specify  a  machine  that  has  shares 
defined,  the  field  remains  inaccessible. 

Just  below  it,  for  both  source  and  target, 
is  a  field  labeled  simply:  “password.” 
Password  for  what?  Help  is  no  help, saying, 
in  essence, “if  a  password  is  required, enter 
it  here.”  One  might  guess  that  it  means  an 
Active  Directory  password  but  there  is  no 
field  where  a  user  ID  can  be  entered. 
Exasperating. 

One  of  the  “advanced”  features  the  prod¬ 


uct  claims  is  “bandwidth  throttling."  Yet  it, 
too,  is  exasperatingly  enigmatic.  It  reads: 
“Throttle  connection  at  x%.” 

Throttle  WHICH  connection?  I  know  I’m 
hooked  up  to  a  Fast  Ethernet  network  that 
traverses  an  asymmetric  DSL  access 
across  the  Internet  ending  up  on  a  T-l.  I 
also  realize  that  the  software  can,  at  best, 
be  aware  of  the  Fast  Ethernet. 

So,  even  if  1  put  in  1%,  I  could  theoreti¬ 
cally  by  commanding  my  source  to  pour 
data  out  at  a  rate  that  could  consume 
most  of  my  T-l  if,  as  I  believe,  it  is  a  per¬ 
centage  of  the  local  LAN  connection  that 
is  being  requested. 

Yet,  when  1  tried  to  run  this  “job”  using 
1%,  it  just  hung.  In  fact,  its  state  has  been 
“initializing”  for  two  days  now.  I’d  cancel  it 
except  I  found  out  that  the  program  does¬ 
n’t  implement  such  a  command. 

Many  of  these  flaws  could  have  been 
eliminated  had  ease  of  use  truly  been  a 
concern  of  the  vendor.  Nothing  drives 
up  cost  of  ownership  like  a  poor  user 
interface. 

And  all  of  this  leaves  me  wondering 


whether  the  product  is  a  “gem  in  the 
rough”  or  a  piece  of  junk  that  has  such 
architectural  flaws  that  no  user  interface 
upgrade  would  make  the  product  suitable 
for  an  enterprise  environment.  I  shudder 
to  think  of  having  this  program  be  the  cor¬ 
nerstone  of  backup  for  any  truly  mission- 
critical  data. 

Fortunately  for  customers,  the  flaws 
reveal  themselves  early  into  a  test  drive  of 
the  demo  version  —  before  any  real  com¬ 
mitment  has  to  be  made. 

But  time  for  investigation  is  a  scarce 
commodity  in  today’s  corporations. 
Buyers  short  on  time  who  purchase  such 
products  on  impulse  are  in  for  a  rude 
awakening. 

So  despite  all  the  praise  vendors  heap 
on  themselves  about  ease  of  use  and  total 
cost  of  ownership,  it  still  remains  caveat 
emptor. 

Tolly  is  president  of  The  Tolly  Group ,  a 
strategic  consulting  and  independent  test¬ 
ing  company  in  Boca  Raton,  Fla.  He  can  be 
reached  at  ktolly@toIly.com. 


Appliance  controls  RFID  traffic 


■  BY  ANN  BEDNARZ 

As  companies  begin  to  scale 
their  radio  frequency  identifica¬ 
tion  implementations  from  pilot 
to  production  mode,  gear  brought 
online  for  reading  wireless  tags 
needs  to  be  on  par  with  corporate 
network  standards. 

In  a  production  environment, 
RFID  readers  need  to  behave  less 
like  simple  radio  transceivers  that 
pass  along  unfiltered  data  and 
more  like  network  routers  capa¬ 
ble  of  routing  data  intelligently 
between  systems.'An  RFID  reader 
can’t  be  some  weird  thing  that 
you  can’t  authenticate  or  manage 
remotel/  says  Kevin  Ashton,  vice 
president  of  marketing  at  Thing- 
Magic,  a  start-up  that  makes  RFID 
readers. 

To  that  end,  ThingMagic  last 
week  announced  the  Mercury4T, 
an  RFID  reader  that  scans  supply- 
chain  items,  such  as  cases  and 
pallets  of  goods,  for  their  elec¬ 
tronic  product  code  (EPC)  and 
passes  along  the  information  to 
enterprise  databases  and  busi¬ 
ness  applications.  (Managed  by 
international  standards  body 
EPCglobal,  an  EPC  is  a  unique 
identifier  that  can  be  associated 
with  operational  data,  such  as  an 
item’s  origination  or  its  produc¬ 
tion  date.) 

Similar  to  RFID  readers  from 
other  vendors  such  as  Applied 
Wireless,  the  Mercury4T  is  de- 
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The  Mercury4T  RFID  reader  fea¬ 
tures  standard  routing  protocols 
and  management  capabilities. 

signed  to  be  deployed  in  settings 
such  as  a  distribution  center  to 
improve  supply-chain  operations. 
From  a  fixed  mount,  it  receives 
EPC  data  from  up  to  eight  anten¬ 
nas  positioned  nearby  that  cap¬ 
ture  tag  information  as  shipments 
pass  through  loading  dock  doors, 
for  example. 

The  Mercury4T  contains  a  266- 
MHz  Intel  network  processor  and 
embedded  Linux  operating  sys¬ 
tem;  it  can  capture,  manage  and 
process  EPC  data  100  times  faster 
than  ThingMagic’s  previous  itera¬ 
tion,  Ashton  says. 

What  differentiates  the  appli¬ 
ance  from  other  RFID  readers  is 
that  it’s  designed  to  simultan¬ 
eously  read  multiple  tag  variants, 
including  high-frequency  and 
UHF  tags  carrying  an  EPC,  and 
tags  that  conform  to  international 
standards  such  as  ISO  18000-6B 
and  UCODE  EPC  1.19. 

For  example,  a  company  could 
deploy  a  dual-band  version  of  the 


Mercury4T  that  combines  UHF 
and  high-frequency  ports.  Multi¬ 
protocol  support  is  critical, 
Ashton  says.  Different  frequency 
tags  work  best  on  different  prod¬ 
ucts,  such  as  liquids  or  metal 
items.  In  an  enterprise  setting,  it’s 
unlikely  one  kind  of  tag  will  suf¬ 
fice  for  every  RFID  application, 
Ashton  says. 

The  Mercury4T  speaks  TCP/IP 
and  supports  standard  network 
protocols,  including  Dynamic 
Host  Configuration  Protocol  for 
configuring  devices  on  a  net¬ 
work;  SNMP  for  performing  re¬ 
mote  diagnostics  and  manage¬ 
ment  functions;  and  820.1  lx  for 
communicating  via  wireless 
LANs.  A  Web  application  pow¬ 
ered  by  an  on-board  Web  server 
controls  tag  read  and  write  func¬ 
tions.  Users  can  upload  software 
to  support  new  RFID  tag  proto¬ 
cols  and  frequencies  as  they 
become  available. 

ThingMagic  included  on-board 
general-purpose  computing  re¬ 
sources  in  the  Mercury4T  to  let 
users  build  custom  tag-filtering 
and  analysis  functions.  Users  can 
program  the  Mercury4T  to  priori¬ 
tize  certain  traffic  —  such  as  data 
related  to  a  shipment  discrep¬ 
ancy,  which  might  indicate  a  theft. 

ThingMagic  handles  reader 
design;  its  partners  Tyco  Inter¬ 
national  and  Omron  manufac¬ 
ture  the  readers  and  sell  them  for 
about  $2,500.  ■ 


Zultys 
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directory  database. 

Current  MX250  customers  now 
can  add  a  few  hundred  users, 
without  having  to  upgrade  to  a 
larger  system  such  as  Zultys’ 
MX  1200,  a  single  system  that  sup¬ 
ports  1,200  IP  phones,  says  Iain 
Milnes,  CEO  and  founder  of 
Zultys. 

MXCluster  requires  one  stand¬ 
by  MX250  server  for  clusters  of 
two,  three  and  four  live  IP  PBXs.A 
single  master  node  in  the  cluster 
distributes  call  processing  and 
voice  mail  processing  and  stor¬ 
age  across  the  cluster. Zultys  says 
a  cluster  can  be  set  up  in  less 
than  an  hour,  and  IP  phones  and 
PCs  do  not  need  reconfiguring 
when  clustering  more  MX250s 
with  an  existing  system  (pro¬ 
vided  a  MX250  acts  as  the  mas¬ 
ter  node  in  the  cluster). 

In  addition  to  MXCluster,  the 
company  is  introducing  its 
XRS12  appliance  for  pooling 
voice  T-l  lines  and  sharing  band¬ 
width  among  MX250  boxes  in  a 
cluster.  The  XRS12  can  consoli¬ 
date  12  PSTN  T-l  connections 
into  one  box  and  then  share  the 
lines  among  four  MX250s  in  an 
MXCluster  configuration.  This 
lets  PSTN  lines  remain  live  in 
case  one  of  the  nodes  in  the 
cluster  fails. 

Healthcare  Billing,  a  Boca 
Raton,  Fla.,  company,  uses  sever¬ 
al  MX250s  in  its  central  site  and 
at  remote  sites  around  the  state. 
The  MX  devices’  quick  setup 


proved  useful,  says  Corey 
Wilson,  director  of  IT  for  the 
firm,  which  outsources  hospital 
billing  jobs. 

During  a  recent  office  move, 
new  MX250s  were  installed  and 
brought  up  in  a  day  replacing  a 
Lucent/ Avaya  Merlin  key  system 
used  in  the  old  office,  he  says. 
Wilson  says  he  figures  it  would 
have  taken  at  least  three  days  to 
move  and  set  up  the  older  key 
system. 

The  MX250  competes  with 
small-office  IP  PBXs  such 
as  3Com’s  NBX,  Alcatel’s  Omni- 
PCX,  Avaya’s  IP  Office,  Cisco’s 
CallManager  Express  and  Nor¬ 
tel’s  BCM. 

These  vendors  also  offer  clus¬ 
tering  configurations  for  linking 
multiple  small-office  boxes. 

An  MXCluster  configuration 
requires  a  spare  MX250  and 
license,  which  costs  $6,000, and  a 
XRS12  appliance,  which  costs 
$1,800.  Zultys’  MXCluster  soft¬ 
ware  is  available  as  a  free  up¬ 
grade  to  MX250  customers.  ■ 
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Minn,  portal  provides  statewide  benefits 


■  BY  CAROLYN  DUFFY  MARSAN 

The  state  of  Minnesota  recently 
launched  a  new  feature  on  its  Web 
site  that  helps  citizens  shop  for 
lower-priced  prescription  drugs  in 
Canada.  Called  RX  Connect,  this  feature 
was  created  in  just  six  weeks  by  non¬ 
techies,  thanks  to  a  Web  portal  strategy 
that  makes  it  easier  for  state  IT  workers 
to  update  online  content. 

Minnesota’s  Web  portal  —  dubbed 


North  Star  —  was  built  using 
BroadVision  Fbrtal  software.  North  Star 
provides  a  single,  citizen-facing  inter¬ 
face  to  Web  content  created  by  400  state 
agencies.Just  18  months  after  going  live, 
North  Star  attracts  8  million  hits  per 
month,  representing  about  650,000  user 
sessions. 

“The  portal  is  a  connector  to  all  the 
agency  content,”  says  James  Kauth, 
director  of  emerging  technologies  at 
Minnesota’s  Office  of  Technology  “One 


of  my  efforts  is  to  try  to  bring  as  many 
agencies  to  the  portal  as  we  can.  We’ve 
been  trying  to  show  that  moving  to  a 
centralized  content  management  solu¬ 
tion  has  its  benefits.” 

Deloitte  Consulting  won  a  contract  in 
2001  to  build  North  Star  using  Broad- 
Vision’s  Portal  software.  North  Star  also 
provides  integration  with  Netegrity  Web 
authentication,  iPlanet  Lightweight  Di¬ 
rectory  Access  Protocol  directory  ser¬ 
vices,  WebSphere  application  server  soft¬ 


ware  and  MQ  Series  transport.  The  por¬ 
tal  also  features  Verity’s  Ultraseek  search 
engine. 

Altogether,  Minnesota  has  spent  $1.6 
million  to  create  North  Star.  State  offi¬ 
cials  say  they  now  are  yielding  ROI 
because  they  can  quickly  and  inexpen¬ 
sively  respond  to  new  policies  with  fea¬ 
tures  such  as  RX  Connect. 

“RX  Connect  was  created  by  three 
people  [people]  from  the  state’s 
See  Minnesota,  page  18 


Mgmt.  vendors  make  good  on  acquisitions 


■  Softricity  this  summer  will  ship  an 
enterprise  version  of  its  SoftGrid 
application  management  software. 
Softgrid  translates,  via  its  Sequencer 
program,  Windows  applications  into  a 
set  of  files  that  are  stored  on  a  central 
server  with  SoftGrid’s  virtual  machine 
program.  The  virtual  machine  and  only 
the  files  needed  to  launch  the  applica¬ 
tion  are  served  to  a  PC  when  the  user 
clicks  on  the  desktop  icon.  The  appli¬ 
cation  runs  in  this  protected  mode, 
without  ever  installing  on  the  Windows 
client.  The  enterprise  version  repli¬ 
cates  changes  made  to  a  central 
SoftGrid  server  to  remote  SoftGrid 
servers.  The  new  version  costs  $10,000 
for  the  server,  $3,000  for  the  Sequen¬ 
cer,  $190  for  each  Windows  client. 

■  Sun  is  releasing  the  source  code  for 
a  user  interface  technology  that  gives 
users  a  3D  view  of  their  PC  desktops, 
part  of  an  effort  to  drive  greater  use 
of  Java  on  PCs  and  other  client 
devices.  Called  Project  Looking 
Glass,  it  was  first  shown  a  year  ago. 
With  Looking  Glass,  application  win¬ 
dows  are  translucent  and  appear  to 
hover  on  the  screen.  Users  can  stack, 
rotate  and  flip  the  windows.  Looking 
Glass  is  for  PCs  running  Linux  and 
Solaris.  Sun  plans  to  release  Looking 
Glass  in  the  coming  months. 


■  BY  DENISE  DUBIE 

Enterprise  network  managers  could 
benefit  from  a  flurry  of  acquisitions  in 
which  network  management  veterans 
BMC  Software  and  HP  separately  bought 
leading-edge  technologies  and  integrated 
the  wares  into  their  software  suites. 

Management  software  vendors  that 
promise  to  automate  data  center  opera¬ 
tions,  virtualize  computing  resources  and 
manage  IT  to  support  business  services 
have  one  thing  in  common:  They  need  to 
fill  technology  gaps  in  their  product  offer¬ 
ings.  Many  have  done  so  through  acquisi¬ 
tion;  HP  in  the  past  year  has  acquired  1 1 
companies. 

“Talking  about  what  the  new  technology 
can  do  for  BMC  or  HP  customers  is  all  the¬ 
oretical  until  [the  vendors]  do  the  inte¬ 
gration  work  and  get  products  out,”  says 
Stephen  Elliot,  a  senior  analyst  with  IDC. 
“But  several  management  vendors  have 
been  strategically  filling  gaps  in  their 
product  lines.” 

Take  BMC,  for  example.  The  company’s 
September  2002  and  March  2003  acquisi¬ 
tions  of  Remedy  and  IT  Masters,  respec¬ 
tively,  kicked  off  the  company’s  business 
services  management  (BSM)  initiative,  in 
which  BMC  says  its  software  will  help  cus¬ 
tomers  manage  IT  infrastructure  and 
application  performance  directly  in  rela¬ 
tion  to  a  pre-defined  business  service. 

The  company  also  will  integrate  change 
and  configuration  management  technolo¬ 
gies  acquired  in  March  when  BMC  pur¬ 
chased  Marimba.The  technology  will  help 
users  build  topology  maps  of  assets,  collect 


configuration  data  and  correlate  it  with 
business  service  performance  goals. 

Three  software  applications  — Topology 
Discovery,  Configuration  Discovery  and 
Discovery  Express  —  work  with  a  Con¬ 
figuration  Management  Database,  which 

Buying  spree 


the  company  says  will  let  users  keep  an 
up-to-date  record  of  device,  server,  appli¬ 
cation  and  desktop  configurations  and 
automatically  track  changes. 

Topology  Discovery  and  Discovery 
Express  look  at  the  registries  on  desktops 
and  servers  to  establish  an  inventory  and 
build  topological  maps.  While  the  express 
version  simply  pings  machines  to  gather 
information,  Topology  Discovery  creates 
relationship  maps  among  the  servers  and 
desktops  and  populates  the  database  with 
topology  information.  Configuration  Dis¬ 
covery  collects  data  from  devices,  servers. 


mainframes  and  desktops  to  also  popu¬ 
late  the  database  with  configuration  data. 

Peter  Pace,  manager  of  change  manage¬ 
ment  for  United  Airlines  in  Elk  Grove 
Village,  Ill., says  his  IT  team  uses  Remedy’s 
Change  Management  (now  part  of  BMC) 


software  to  track  changes  made  across  200 
servers.  And  he  says  that  “it’s  just  a  matter  of 
when”  the  company  can  implement  BMC 
configuration  management  tools  to  aug¬ 
ment  its  change-control  process. 

“Change  management  provides  a  level  of 
control  and  discipline  throughout  the  IT 
organization,”  Pace  says.  “It  enables  the 
review  and  communication  of  changes  so 
that  we  can  fully  understand  the  potential 
risks  and  impact  as  the  changes  are 
implemented.” 

Configuration  Discovery  is  slated  to  be 

See  Acquisitions,  page  18 


In  the  past  two  years,  BMC  spent  more  than  $375  million  to  fill  out  its 
Business  Service  Management  product  suite. 


Date: 

September 

2002 

March  2003 

December  2003 

April  2004 

Acquired: 

Remedy 

IT  Masters 

Magic  software 
division  of 
Network 
Associates 

Marimba 

Technology: 

Help  desk, 
asset,  service 
and  change 
management 
software. 

IT  service 
modeling  and 
visualization 
software. 

Help  desk  and 
service 
management 
software. 

Desktop  and 
server  change 
and  configur¬ 
ation  manage¬ 
ment  software. 

Price: 

$350  million 

$42  million 

$47  million 

$239  million 
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The  U.S.  National  Weather  Service  cur¬ 
rently  is  running  a  neat  little  data  ser¬ 
vice  that  is  an  almost  perfect  exam¬ 
ple  of  what  1  want  a  tax-funded  govern¬ 
ment  agency  to  provide.  But  not  everyone 
is  a  fan  of  this  type  of  thing;  at  least  one 
group  would  have  you  pay  twice  for  the 
same  information. 

A  number  of  government  agencies  pro¬ 
vide  very  useful  data  services  to  the  public. 
Three  examples  are:  the  U.S.  Patent  and 
Trademark  Office,  which  maintains  a  Web 
site  where  one  can  read  patents  and  patent 
applications  (www.uspto.gov/patft/);  the 
Library  of  Congress,  which  among  other 
things  runs  the  “Thomas”  Web  site,  where 
you  can  gain  access  to  the  full  text  and  sta¬ 
tus  of  federal  legislation  (http://thomas. 


Is  paying  twice  better? 


loc.gov);  and  the  U.S.  Supreme  Court, 
which  puts  the  text  of  its  opinions  online 
(www.supremecourtus.gov).  There  are 
many  other  examples  of  this  “information 
to  the  people”  movement  that  started  a  few 
years  ago. 

The  National  Weather  Service  has  pro¬ 
vided  lots  of  weather-related  information 
through  its  Web  site  for  years  (www.nws. 
noaa.gov).  Its  latest  project  is  an  experi¬ 
mental  XML-based  service  that  lets  an 
Internet-connected  end  user  send  a  query 
containing  the  latitude  and  longitude  of 
some  location,  the  start  and  end  times  of 
a  measurement  window  and  a  list  of 
desired  information.  The  service  then 
extracts  the  information  from  the  data¬ 
base  that  the  weather  service  uses  to  cre¬ 
ate  its  forecasts  and  returns  the  informa¬ 
tion  requested. This  can  include  tempera¬ 
ture,  wind,  cloud  cover,  snowfall  amount 
and  likelihood  of  precipitation  over  the 
next  12  hours.The  data  is  returned  in  XML 
and  can  be  parsed  by  a  simple  program 
and  displayed  on  the  user’s  computer 


screen  (see  http://weather.gov/xml/).  The 
weather  service  is  asking  for  public  com¬ 
ment  on  this  service  before  Aug.  1  .The  orga¬ 
nization  will  evaluate  comments  to  see  if  it 
should  make  the  service  permanent. 

You  might  wonder  who  would  not  want 
such  a  service.  All  of  the  services  I  men¬ 
tioned  supplant  private-sector  services  that 
provided  access  to  the  government  infor¬ 
mation  for  a  fee.  Naturally,  the  companies 
providing  the  fee-based  access  were  not 
thrilled  that  you  and  I  could  bypass  them 
to  get  the  information  directly.  It’s  not  much 
of  a  surprise  to  hear  that  the  Commercial 
Weather  Services  Association  (www. 
weatherindustry.org)  is  not  all  that  happy 
about  the  National  Weather  Service  provid¬ 
ing  too  much  data  to  the  public  because 
the  CWSA  “is  the  trade  association  for  the 
professionals  who  make  weather  their  busi¬ 
ness,”  the  group’s  Web  page  says. 

The  association  is  fighting  recommenda¬ 
tions  that  the  National  Weather  Service  put 
more  of  its  data  online  for  the  public.  Such 
recommendations  were  made  in  the 
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National  Research  Council’s  report,  “Fair 
Weather:  Effective  Partnerships  in  Weather 
and  Climate  Services”  (go  to  www.nw 
fusion.com,  DocFinder:  2727). 

The  CWSA  thinks  this  type  of  data 
should  go  through  a  commercial  weather 
company  before  it  gets  to  you,  and, 
because  the  company  needs  to  make 
money,  it  wants  you  to  pay  (again)  for  the 
data  in  some  way 

It  is  doing  just  what  it  should:  Looking  out 
for  its  members’ welfare  rather  than  what  is 
best  for  all  of  us.  But  in  this  case  I  think  the 
association  is  being  shortsighted:  Just 
because  I  can  see  the  information  on  my 
screen  does  not  mean  that  I  won’t  check 
out  Weather.com. 

Disclaimer:  Many  at  Harvard  pay  twice, 
once  as  a  student  then  again  as  an  alum, so 
the  above  desire  to  not  pay  twice  does  not 
represent  a  university  view. 

Bradner  is  a  consultant  with  Harvard 
University’s  University  Information  Systems. 
He  can  be  reached  at  sob@sob.com. 
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Department  of  Human  Services  in 
just  six  weeks,”  Kauth  says. 

“The  Governor’s  Office  established 
the  requirements.  The  Web  portal 
was  tied  into  a  database  listing  all  of 
the  prescription  drugs  available 
from  licensed  pharmacies  in 
Canada.  We  did  user  testing,  and  it  was 
all  accomplished  in  six  weeks,”  Kauth 
adds. 

Kauth  says  that  before  North  Star  was 
launched,  the  Department  of  Human 
Services  would  have  had  to  hire  several 
people  including  a  technical  developer 
and  several  graphic  artists  to  create  the 
RX  Connect  content,  conduct  the  nec¬ 
essary  user  testing  and  add  metadata 
for  search  engines. 

“RX  Connect  is  indicative  of  the 
change  in  culture  in  terms  of  how  we 
build  Web  sites  in  Minnesota,"  Kauth 
says.  “Typically,  an  agency  would 
have  to  hire  a  Webmaster  to  make 
the  Web  site  look  professional. 

What  we’re  able  to  do  is  elimi¬ 
nate  that  step  from  the  process.” 

North  Star  is  now  at  the  center 
of  a  statewide  IT  strategy  that 
involves  increasing  the  delivery 
of  government  services  online. 
Minnesota  Gov. Tim  Pawlenty  and  Lt.Gov. 
Carol  Molnau  announced  in  April  a  plan 
to  better  align  the  state’s  technology 
investments  with  its  business  objectives. 
The  Pawlenty-Molnau  Plan  says  that  by 
the  end  of  2006,  the  amount  of  state  busi¬ 
ness  conducted  online  will  include  90% 


Great  white  north 

Minnesota’s  $1.6  million  North  Star 
Web  portal  provides  a  single,  citizen¬ 
facing  interface  to  Web  content 
created  by  400  state  agencies. 


North  Star  uses  BroadVision  Portal  software 
for  content  and  presentation  management. 

V  V 


Presentation  & 


Authentication 
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North  Star  integrates  with  online  services 
offered  by  individuals  including  eLicensing,  which 
supports  seven  license  renewals  including  real 
estate,  insurance  and  cosmetology  licenses. 


of  the  citizen-to-government  transac¬ 
tions,  70%  of  business-to-government 
transactions  and  50%  of  government-to- 
government  transactions. 

“Our  Web  portal  is  likely  to  be  the  dis¬ 
tribution  point  for  information  about 
the  Pawlenty-Molnau  Plan  as  well  as 


being  a  core  integration  component,” 
Kauth  says.  “For  example,  we’ll  be  look¬ 
ing  at  an  enterprisewide,  online,  license 
renewal  system  for  real  estate,  insurance 
and  cosmetology  licenses.  That  will  be 
hosted  on  North  Star.” 

Minnesota’s  Office  of  Technology 
supports  North  Star  with  a  staff  of 
seven,  who  coordinate  with  another 
60  or  so  content  contributors  from 
the  various  state  agencies.  In  addi¬ 
tion  to  the  North  Star  portal,  this  group 
also  is  responsible  for  hosting  12  agency 
Web  sites. 

Kauth  credits  BroadVision  Portal  with 
helping  make  his  North  Star  team  effi¬ 
cient.  “BroadVision’s  tool  set  is  sort  of 
the  heartbeat  of  North  Star,”  Kauth  says. 
Because  of  the  investment  in  North  Star, 
“we’ve  been  able  to  do  all  the  things  we 
were  doing  before,  but  now  we  can 
do  them  faster  and  connect  citizens 
more  quickly  with  the  information 
they’re  looking  for  while  sustaining  staff 
reductions.” 

Now  that  its  citizen-facing  Web  por¬ 
tal  is  so  successful,  the  Office  of 
Technology  is  creating  a  similar 
portal  for  state  employees.  Two 
weeks  ago,  Minnesota  added  a 
feature  to  its  internal  Web  site  to 
help  state  employees  buy 
reduced-cost  prescription 
drugs  from  Canada. 

“The  biggest  challenge  for  us  is 
the  culture.  State  government  has  typi¬ 
cally  been  a  silo-filled  environment, 
where  individual  agencies  control  their 
own  IT  budgets,”  Kauth  says.  “[What 
we’re  doing  with  North  Star]  is  requir¬ 
ing  that  agencies  work  together  and  col- 
laboratively”  ■ 


Acquisitions 

continued  from  page  17 

made  available  this  month,  Discovery 
Express  is  expected  to  be  available  in 
early  fall,  and  Topology  Discovery  should 
be  available  later  this  fall.  Pricing  will  be 
determined  when  the  products  become 
generally  available. 

Separately,  HP  last  week  also  made  news 
around  a  recent  acquisition.  The  com¬ 
pany  announced  new  identity  manage¬ 
ment  software  that  will  automate  adding  a 
new  user,  including  tasks  such  as  assign¬ 
ing  privileges  to  application  and  comput¬ 
ing  resources,  setting  up  a  phone  exten¬ 
sion  and  getting  a  desktop  PC. 

OpenView  Select  Identity  is  the  result  of 
HP’s  March  acquisition  of  TruLogica.The 
new  software  will  join  HP’s  identity  man¬ 
agement  suite,  which  also  includes  Open- 
View  Select  Access,  software  announced 
last  fall  and  built  on  technology  HP 
acquired  from  Baltimore  Technologies. 

HP  says  bringing  business  process-related 
information  into  the  identity  management 
systems  will  let  the  software  automatically 
assign  resources  based  on  patterns. 

“We  call  it  contextual  identity  manage¬ 
ment.  We  model  the  infrastructure,  the 
users  and  the  assets  and  then  based  on 
changing  information,  the  software  can 
automatically  move  a  user  into  a  group 
with  specific  application  resources,”  says 
Andrew  Flint,  product  manager  for  HP 
OpenView  Select  Access. 

Pricing  for  HP  OpenView  Select  Identity 
starts  at  $75  per  user,  with  volume  dis¬ 
counts  available.  ■ 
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BrightStor®  ARCserve®  Backup  Release  11 

Faster  and  easier  to  use  than  ever. 

When  it  comes  to  data  backup  and  recovery,  you  want  a  reliable,  high-performance  solution  you 
can  count  on.  That's  why  we've  created  BrightStor  ARCserve  Backup  Release  11,  featuring  the 
very  latest  in  storage  innovations.  BrightStor  ARCserve  Backup  is  faster  and  easier  than  ever, 
enhancing  both  efficiency  and  productivity.  And  with  CA's  superior  technology,  you  can  be 
confident  your  files  are  properly  backed  up  and  will  easily  be  restored  should  a  disaster  occur. 
For  more  information,  go  to  ca.com/storage/arcserve. 


Computer  Associates® 


Spam  and  virus  protection  at  an  affordable  price. 


•  No  per  user  license  fees 

•  Prices  starting  at  $1199 

•  Powerful,  enterprise-class  solution 
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Aggressive  Reseller  Program 

AFFORDABLE  Get  more  info  by  visiting  www.barracudanetworks.com/NI 

or  by  calling  1 -888-ANTI-SPAM  or  408-342-5400 


Order  a  free  evaluation  unit  at 
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University  graduating  to  wireless  net 


■  BY  DENISE  PAPPALARDO 

American  University  is  on  the  verge  of 
pulling  the  plug  on  its  traditional  wired 
voice  network  for  students. 

The  Washington,  D.C.,  university  em¬ 
barked  on  an  ambitious  plan  two  years  ago 
to  offer  students  discounted  wireless  phone 
service  and  access  to  a  campuswide  wire¬ 
less  LAN  (WLAN). This  strategic  move  puts 
the  school  in  a  position  to  reduce  telecom 
costs  and  simplify  its  VoIP  plans. 

In  early  2001  the  university  decided  it 
wanted  to  offer  students  and  faculty  a  fully 
integrated  voice  and  data  wireless  net¬ 
work,  lower  network  maintenance  costs 
and  reinvigorate  a  revenue  stream. 

In  the  heyday  of  its  earlier  telephone  net¬ 
work,  the  school  brought  in  $500,000  from 
reselling  long-distance  service  to  its  popu¬ 
lation  of  about  3,500  students  living  on 
campus.  By  2000  that  number  had  dwin¬ 
dled  to  $164, 000, says  Carl  Whitman, execu¬ 
tive  director  of  e-operations  at  AU.  With  the 
proliferation  of  cell  phones  and  online 
chat,  AU  accurately  predicted  back  then 
that  its  revenue  would  continue  to  fall. 

So  it  teamed  with  BearingFbint  (formerly 
KPMG  Consulting),  which  helped  the  uni¬ 
versity  come  up  with  a  plan  to  offer  reli¬ 
able  wireless  phone  service  that  could  be 
easily  coupled  with  access  to  the  WLAN. 


■  Last  week  Washington,  D.C.,  and 
New  Jersey  became  the  latest  locales 
to  outlaw  the  use  of  wireless 
handsets  while  driving.  They  join 
New  York  in  requiring  hands-free  cell 
phones  for  motorists.  In  Washington, 
D.C.,  violators  will  face  a  fine  of  $100 
after  a  30-day  grace  period.  In  New 
Jersey,  violators  will  receive  a  fine  of 
up  to  $250.  In  New  York,  talking  on  a 
standard  cell  phone  while  driving  car¬ 
ries  a  fine  of  up  to  $100.  While  the 
laws  are  similar,  in  New  Jersey  drivers 
cannot  be  pulled  over  only  for  talking 
on  their  cell  phone.  In  Washington, 
D.C.,  and  New  York,  drivers  can  be 
pulled  over  for  talking  on  cell  phones. 
New  York  was  the  first  state  to  enact 
such  a  law  in  2001. 


That’s  where  MobileAccess  Networks 
came  in.  The  university  deployed  the 
MobileAccess  System  Architecture,  which 
includes  a  ModuLite  Base  Unit  that  con¬ 
nects  to  a  wireless  service  provider’s  base 
station  on  one  end  and  an  MA-1000 
Remote  Unit  on  the  other  end.The  remote 
unit  converts  cellular  signals  from  optical 
to  electrical  radio  frequency  for  transmis¬ 
sion  over  AU’s  Gigabit  Ethernet  network. 

The  university’s  Cisco  1200  access  points 
also  are  connected  to  the  MobileAccess 
remote  unit.  The  unit  then  transmits  cellu¬ 
lar  and  Wi-Fi  signals  over  AU’s  network  to 
passive  antennas  that  are  deployed  on 
every  floor  of  every  building  on  campus. 

“If  we  were  going  to  move  to  wireless,  we 
had  to  offer  service  that  was  on  par  with 
[landline]  phone  service,”  Whitman  says. 
And  that’s  what  the  MobileAccess  system 
provides,  he  says. 

“One  hundred  percent  of  the  campus  is 


Spectrum  allocation  probably  isn’t  a 
top-of-mind  issue  for  you  at  the 
moment  —  but  you  might  want  to 
start  paying  attention.  Plans  currently 
under  discussion  could  dramatically  affect 
the  availability  of  broadband  wireless 
products  and  services  to  corporations  and 
consumers. 

In  May  the  FCC  adopted  notice  of  pro¬ 
posed  rulemaking  suggesting  that  unused 
spectrum  allocated  to  television  be  made 
available  to  wireless  devices  and  service 
providers. These  would  include  low-power 
personal  portable  devices,  such  as  PC 
cards,  and  higher-powered  fixed  location 
devices,  such  as  the  wireless  broadband 
Internet  access  base  stations. 

The  advantage  that  such  products  and 
services  would  have  over  current  tech¬ 
nologies  —  such  as  Wi-Fi  —  is,  quite  simply, 
propagation  ability.  Spectrum  in  the  TV 
band,  which  is  below  900  MHz,  is  better 
able  to  penetrate  objects  than  the  spec¬ 
trum  in  the  2.4-GHz  to  5-GHz  region  (where 
most  Wi-Fi  devices  operate).  Remember, 
there’s  an  inverse  correlation  between  fre¬ 
quency  and  distance  —  higher-frequency 


wireless-enabled,"  Whitman  says.  The  uni¬ 
versity’s  campus  includes  45  buildings  on 
84  acres  in  downtown  Washington,  D.C.The 
university  has  640  passive  antennas  and 
190  Cisco  1200  access  points  deployed. 

While  expanding  its  network,  the  universi¬ 
ty  also  struck  a  deal  with  Cingular  Wireless 
and  then  about  a  year  later  with  T-Mobile. 
While  Whitman  did  not  provide  the  details 
of  either  deal,  AU  does  benefit  financially 
when  students  sign  up  for  service. 

The  university  has  invested  $3  million  to 
wirelessly  enable  its  campus. 

“Our  current  plan  is  to  disconnect  [wire- 
line]  long-distance  service  in  the  residence 
halls  by  September  2005,”  he  says.“The  kids 
already  have  wireless  phones  and  with 
local  number  portability  they  can  easily 
keep  their  numbers  and  port  to  Cingular  or 
T-Mobile.” 

This  will  let  Whitman  reduce  the  cost  of 
supporting  and  maintaining  these  lines 


propagation  goes  shorter  distances  with 
the  same  amount  of  power.  So  wireless 
devices  operating  in  the  900-MHz  spec¬ 
trum  could  go  through  walls,  for  example, 
that  Wi-Fi  devices  can’t  penetrate. 

But  “better  than  Wi-Fi”  isn’t  the  real  value 
proposition.  If  900-MHz  spectrum  became 
reliably  available  across  the  country  ser¬ 
vice  providers  could  offer  functional 
broadband  wireless  access  —  bypassing 
the  need  for  local  exchange  carriers 
(LEC).  In  theory  businesses  could  have 
access  to  low-cost,  secure,  highly  reliable 
voice  and  data  services  without  ever  need¬ 
ing  to  involve  the  incumbent  LECs. 

Naturally  the  idea  of  re-allocating  spec¬ 
trum  from  broadcast  TV  to  broadband 
wireless  is  stirring  up  resistance  from  the 
obvious  players.  First  are  the  television 
broadcasters  who  worry  about  the  effect 
on  their  revenue.  As  Edward  Fritts,  CEO  of 
the  National  Association  of  Broadcasters, 
reportedly  said, “We  have  serious  concerns 
that  the  introduction  of  unlicensed  devices 
into  the  television  band  could  result  in 
unforeseen  interference  in  broadcast  ser¬ 
vice  to  millions  of  television  viewers.” 
(Translation:  We’d  lose  our  markets.) 

Also  predictably  cagey  are  the  RBOCs, 
which  are  smart  enough  to  figure  out  that 


and  PBX  switches,  and  eliminate  future 
capital  costs  of  maintaining  a  telephone 
system  for  the  residence  halls. 

Lessening  student  dependency  on  their 
wired  phones  was  also  a  critical  step  in 
reducing  the  complexity  of  Whitman’s 
planned  VoIP  deployment. 

“Getting  out  of  the  long-distance  business 
is  reducing  the  size  of  my  IP  telephony 
deployment.  It  will  in  fact  cut  it  in  half,” 
Whitman  says.  Instead  of  looking  at  deploy¬ 
ing  7,000  IP  phones  to  students,  staff  and 
faculty,  Whitman  anticipates  deploying 
about  3,500  to  only  faculty  and  staff. 

He  says  he  can  see  a  time  where  new 
voice  applications  might  drive  the  need  to 
deploy  VoIP  to  the  students.  He  does  not 
anticipate  deploying  IP  phones  to  each 
dorm  room,  but  instead  he  sees  students 
using  their  PC  as  the  telephone  interface. 
For  now  Whitman  is  reserving  VoIP  for  fac¬ 
ulty  and  staff.  ■ 


broadband  access  poses  a  threat  to  their 
death  grip  on  the  copper  local  loop.  In  a 
separate  but  related  case,  the  FCC  agreed 
to  release  1.9-GHz  spectrum  to  Nextel,  the 
sixth-largest  wireless  company  in  exchange 
for  receiving  back  some  of  Nextel’s  800- 
MHz  spectrum  for  use  by  firefighters  and 
other  emergency  services,  which  desper¬ 
ately  need  it.  Verizon  and  Nextel’s  other 
competitors  predictably  whined  about  the 
federal  spectrum  “giveaway”  (I  guess  Veri¬ 
zon’s  the  only  company  entitled  to  govern¬ 
ment  handouts.)  FCC-watchers  and  pun¬ 
dits  are  predicting  that  Verizon  et  al.  will 
sue  the  FCC  to  prevent  them  from  con¬ 
cluding  the  deal  —  thus  depriving  the 
country  of  necessary  emergency  services. 

But  I  digress.The  real  point  is  that  despite 
strong  resistance  from  the  legacy  users  of 
spectrum,  the  FCC  is  dipping  a  toe  into  the 
waters  of  wholesale  spectrum  re-allocation. 
Even  a  modest  move  in  this  direction  could 
have  profound  consequences  for  service 
offerings  in  the  next  10  years.  To  see  how 
stay  tuned. 

Johnson  is  president  and  chief  research 
officer  at  Nemertes  Research,  an  indepen¬ 
dent  technology  research  firm.  She  can  be 
reached  at  johna@nemertes.com. 


Struggles  over  spectrum 
will  bring  great  change 


ongress  targets  telework  slackers 


■  BY  TONI  KISTNER 

Congress  finally  is  fed  up  with  the  fed¬ 
eral  government’s  dismal  telework  perfor¬ 
mance. 

The  House  Appropriations  Committee  re¬ 
cently  approved  a  spending  bill  that  with¬ 
holds  $5  million  from  the  budgets  of  the 
departments  of  Commerce,  Justice  and 
State  until  they  prove  they  let  their  eligible 
employees  telework. 

If  passed,  the  FY  2005  Commerce-Justice- 
State  (CJS)  Appropriations  bill  also  would 
withhold  funds  from  the  federal  judiciary 
the  Small  Business  Administration  and  the 
Securities  and  Exchange  Commission  if 
they  can’t  prove  eligible  employees  are 
teleworking.The  bill  also  requires  agencies 
to  designate  a  telework  coordinator  and 
provide  quarterly  progress  reports  to  the 
Appropriations  Committee. 

“I  am  hoping  this  will  serve  as  an  incen¬ 
tive  to  allow  more  federal  workers  to  tele¬ 
work,”  said  Rep.  Frank  Wolf  (R-Va.),  chair¬ 
man  of  the  GS  Appropriations  subcommit¬ 
tee  in  a  statement.“With  all  the  advances  in 
technology  today  there  is  just  no  reason  to 
strap  yourself  in  a  metal  box  every  morn¬ 
ing  only  to  drive  to  an  office  where  you  sit 
in  front  of  a  computer  all  day 

“The  federal  government  needs  to  set  the 
standard  for  the  nation, ’’Wolf  said. 

The  FY  2000  appropriations  bill  required 
74  federal  agencies  to  let  100%  of  eligible 
employees  telework  from  home  or  a  tele¬ 
work  center  at  least  one  day  per  week  by 


Takes 


■  The  Digital  Living  Network 
Alliance,  previously  called  the  Digital 
Home  Working  Group,  recently  an¬ 
nounced  its  Home  Networked  De¬ 
vice  Interoperability  Guidelines 
--  a  set  of  specifications  it  recom¬ 
mends  companies  use  to  move  con¬ 
tent  among  consumer  electronics, 
PCs  and  mobile  devices  over  a  wired 
or  wireless  network.  DLNA  backs  IP, 
HTTP,  Universal  Plug  And  Play  and 
Wi-Fi,  and  has  more  than  140  mem¬ 
bers,  including  Intel  Microsoft  and 
Sony.  DLNA  certified  products  are 
expected  by  mio  2005. 


Federal  telework  report  card 

Here  are  some  of  the  best  and  worst  agencies  for  telework.  The  chart 
compares  the  number  of  eligible  employees  to  the  number  who  actually 
telework.  The  last  category  shows  how  close  each  agency  has  come  to 
meeting  the  government’s  mandate  that  100%  of  eligible  employees  be 
allowed  to  telework. 


Agency 

Number  of 
employees 

Number 

eligible 

Number 

teleworking 

Percent 

compliant 

Worst: 

. 

Dept,  of  State 

18,310 

11,558 

170 

1.4% 

Dept,  of  Homeland  Security 

53,025 

25,803 

392 

1.5% 

Small  Business  Administration 

3,138 

3,120 

268 

8.5% 

Securities  and  Exchange  Commision 

3,279 

3,279 

313 

9.5% 

Dept.  ofTransportation 

58,487 

27,078 

2,695 

9.9% 

Best: 

Dept,  of  Energy 

14,516 

1,437 

1,437 

100% 

NuclearWasteTech.  Review  Board 

16 

15 

15 

100% 

Pension  Benefit  Guaranty  Corp. 

790 

339 

339 

100% 

Dept.  ofTreasury 

108,533 

43,433 

30,498 

70.2% 

Office  of  Personnel  Mgmt. 

3,606 

2,898 

1,542 

53% 

2005.  But  today,  only  6%  of  the  1.7  million 
federal  employees  covered  by  the  man¬ 
date  telework, according  to  the  report  from 
the  Office  of  Personnel  Management 
(OPM),  released  in  March. 

In  the  report,  OPM  Director  Kay  Cole 
James  said  telework  is  a  critical  compo¬ 
nent  of  agencies’  continuity  of  operations 
programs  and  essential  for  “volatile  situa¬ 
tions”  such  as  mass  demonstrations  and 
that  “telework  allows  the  federal  govern¬ 
ment  to  remain  responsive  to  the  nation  at 
all  times.” 

A  second  lawmaker  has  grown  frustrated 
with  agencies’  failure  to  meet  telework 
goals.  Rep.  Thomas  M.  Davis  III  (R-Va.),  the 
House  Government  Reform  Committee 
chairman,  has  scheduled  a  hearing  for  July 
8  on  the  issue. 

Davis  is  expected  to  ask  a  mix  of  federal 
agencies  and  private  sector  companies  to 
testify  Sources  say  the  list  includes  OPM 
and  the  General  Services  Administration 
—  both  charged  with  telework  outreach 
and  training.  Companies  with  stellar  tele¬ 
work  programs  such  as  Sun,  AT&T,  Cisco 
and  Nortel  also  could  be  called. 

The  day  after  the  Appropriations  Com¬ 
mittee’s  spending  bill  was  approved,  OPM 
hosted  a  telework  training  session  for  the 
16  federal  agencies  reporting  less  than  2% 
compliance  with  the  law.  The  session  in¬ 
cluded  a  roundtable  discussion  of  the  lat¬ 


est  telework  trends  and  inhibitors. 

“The  only  way  to  increase  telework  uti¬ 
lization  is  to  continue  educating  employ¬ 
ees  and  managers  about  telework’s  ben¬ 


efits,”  OPM’s  James  said  in  a  statement. 
“As  a  federal  team,  we  must  continue  to 
create  a  culture  that  embraces  the  idea 
of  telework.”  ■ 


Surviving  the  DNC  with  telework  tools 


■  BY  TONI  KISTNER 

The  2004  Democratic  National  Conven¬ 
tion  Web  site  includes  “alternate  routes”  for 
Boston-area  commuters  to  take  during  the 
event.  But  the  smartest  route  is  down  the 
hall  to  the  home  office. 

Major  arteries  including  parts  of  Inter¬ 
state  93  and  Route  1,  and  the  Sumner 
Tunnel  and  Tobin  Bridge,  will  close  after  4 
p.m.,  potentially  stranding  commuters. 
Boston’s  North  Station  also  will  close. 

Downplaying  the  problem,  DNC  chair¬ 
man  Terry  McAuliffe  expects  the  35,000  del¬ 
egates,  media  and  attendees  to  stay  near 
the  convention  site,  traveling  primarily  by 
bus  or  on  foot.  But  Boston  Mayor  Thomas 
Menino  is  urging  area  firms  to  let  employ¬ 
ees  telework,  work  staggered  hours  or  just 
stay  away.  Many  might  heed  that  last 
option:  Of  the  1,600  Boston-area  residents 
surveyed  by  travel  retailer  Vacation  Outlet, 


77%  say  they  will  leave  town  on  vacation 
during  the  convention. 

Metropolitan  Boston  DSL  provider  Veri¬ 
zon  doesn’t  anticipate  problems  handling 
an  increased  load  of  home  workers  during 
the  convention,  although  a  company 
spokesperson  says  he  expects  those  who 
rely  on  a  dial-up  connection  those  days 
will  have  their  interest  in  DSL  “piqued.” 

To  encourage  telework  and  get  some 
attention,  three  local  companies  are  offer¬ 
ing  their  services  for  free.  During  the  week 
of  July  26,  NetSpoke  will  give  new  cus¬ 
tomers  a  seven-day  free  trial  of  its  Web  con¬ 
ferencing  service,  which  includes  the  first 
audio  call.  Service  includes  unified  audio- 
and  videoconferencing,  reservation-less 
audioconferencing,  conference  recording, 
transcription  and  archiving. 

Intranets.com  is  offering  its  collaboration 
service  free  through  Aug.  31.  The  service 
lets  users  share  documents, schedule  meet¬ 


ings,  post  announcements, assign  tasks  and 
conduct  online  meetings.  The  deal  in¬ 
cludes  300  free  audioconferences,  and  the 
company  plans  to  donate  any  related  prof¬ 
its  to  two  Boston  homeless  shelters. 

Phil  Montero,  Boston  telework  trainer  and 
consultant,  negotiated  with  Citrix  to  offer 
free  unlimited  use  of  remote  desktop  ac¬ 
cess  service  GoToMyPC  through  July  31. 
The  service  gives  users  all  the  applications 
and  data  on  a  host  system  from  any  Web 
browser. The  offer  is  open  to  everyone  who 
signs  up  at  Montero ’s  YouCanWorkFrom 
Anywhere.com  Web  site.  ■ 


More  online! 

Related  stories  are 
available  at: 

DocFinders:  2728, 
2729,  2730  and  2731. 
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SHAPING  YOUR  NETWORK 


APM  pinpoints  service  problems 


■  BY  TOM  MURPHY 

One  of  the  biggest  challenges  facing  IT 
departments  today  is  delivering  higher 
service  levels  for  critical  applications. 
Undiagnosed  problems  associated  with 
poorly  performing  applications  can  cause 
unnecessary  staffing  and  hardware  up¬ 
grades,  unachieved  business  goals  and 
missed  opportunities,  all  of  which  affect  a 
company’s  bottom  line.  To  meet  these 
challenges,  IT  departments  rely  on  appli¬ 
cation  performance  management  soft¬ 
ware  to  improve  services  while  reducing 
infrastructure  costs  and  management 
overhead. 

APM  software  improves  interaction 
between  applications  and  network  com¬ 
ponents  that  support  them.  It  gives  net¬ 
work  administrators  more  insight  and  visi¬ 
bility  into  their  IT  infrastructures.  This 
knowledge  helps  them  better  manage 
application  performance  by  identifying 
potential  bottlenecks  and  fixing  them 
before  the  problem  areas  degrade  service 
levels. 

The  software,  which  can  detect  current, 
past  and  future  application  bottlenecks, 
drills  into  the  application  tiers  to  find  a 


Got  great  ideas 


■  Network  World  is  looking  for  great 
ideas  for  future  Tech  Updates.  If  you 
want  to  contribute  a  primer  on  a  spe¬ 
cific  technology,  standard  or  protocol, 
contact  Amy  Schurr,  senior  managing 
editor,  features  (aschurr@nww.com). 


problems  root  cause.lt  can  improve  appli¬ 
cation  and  end-user  productivity  by  iden¬ 
tifying  and  solving  problems  before  they 
become  severe. 

Detection  and  diagnosis 

Today’s  application  environments  are 
increasingly  complex,  multi-tiered,  distrib¬ 
uted  infrastructures.  APM  works  in  a  vari¬ 
ety  of  application  environments  to  pro¬ 
vide  information  about  supporting  tiers, 
which  can  be  a  mix  of  Web,  storage,  appli¬ 
cation,  database,  network  and  client 
servers. 

APM  detects  bottlenecks  through  low- 
overhead  agents  that  are  installed  on 
each  server  and  supporting  tier  to  be 
monitored.  The  agents  gather  applica¬ 
tions’  performance  metrics  in  real  time 
and  store  them  in  an  APM  database  to 
measure  the  baseline  performance  of  the 
various  functions  of  the  application  envi¬ 
ronment.  The  baseline  information  then 
can  be  used  to  monitor  performance 
against  desired  service  levels. 

When  application  performance  begins 
to  degrade,  APM  software  detects  the 
problem  and  notifies  IT  staff  via  pager, 
telephone  or  on-screen  network  alert.  IT 
staff  then  can  use  a  Web  browser-based 
GUI  to  navigate  the  alerts  page,  through 
the  tiers  of  the  application,  to  the  lines  of 
code  where  the  problem  typically 
resides. 

Typical  problems  APM  detects  include 
database-tuning  issues,  poor  server 
response  time,  poorly  written  software 
code  and  problems  communicating  be¬ 
tween  application  tiers.  Once  the  cause  of 
performance  degradation  within  a  tech¬ 
nology  tier  is  identified,  APM  technology 
can  generate  tuning  advice,  based  on  the 


■  HOW  IT  WORKS 

Application  performance 
management 

APM  software  helps  IT  depart¬ 
ments  deliver  the  application 

service  levels  users  require. 

1.  APM  software  alerts  IT  staff  to  a 
problem  that  is  beginning  to  degrade 
application  performance. 

2.  APM  software  drills  down  into 
application  tiers  to  find  the  problem's 
root  cause. 

3.  APM  software  provides  advice  to  help 
IT  fix  problems  quickly  before  end 
users  are  affected. 

4.  APM  database  continually  archives 
real-time  performance  metrics. 

5.  IT  can  use  APM  to  generate  reports 
on  application  performance. 


application’s  historical  performance,  to 
resolve  the  problem.  For  example,  creat¬ 
ing  a  database  table  index  might  solve 
the  problem  of  time  wasted  on  full  data¬ 
base  table  scans.  Or,  the  tuning  advice 
might  show  that  connection  pool  size 
between  a  Java  2  Platform  Enterprise 
Edition  tier  and  a  database  tier  needs  to 
be  increased. The  information  is  stored  in 
a  performance  warehouse  on  the  APM 
server,  and  serves  as  the  basis  for  reports 
IT  administrators  can  generate  for  capac¬ 
ity  planning. 

Because  performance  problems  tend  to 


come  and  go  as  a  result  of  the  nature  and 
volume  of  transactions,  IT  staff  needs  to 
be  able  to  analyze  past  performance  as 
well  as  real-time  performance  to  under¬ 
stand  trends.  By  doing  so,  IT  departments 
can  take  a  more  preventive  approach  to 
managing  performance  bottlenecks, 
which  can  drastically  improve  their  com¬ 
panies’  overall  investment. 

With  business  applications  seeming  to 
grow  by  another  tier  every  year,  APM  will 
soon  go  from  IT  requirement  to  data  center 
necessity  Future  uses  of  this  technology 
will  extend  its  visibility  into  application 
performance  and  usage  patterns,  driving 
business  efficiency  through  enhanced 
management  of  asset  utilization,  applica¬ 
tion  usage  and  cost  allocation. 

Murphy  is  director  of  application  perfor¬ 
mance  management  product  marketing 
for  Veritas  Software.  He  can  be  reached  at 
thomas.  murphy@veritas.  com. 


More  online! 


Consult  our  Technology  Insider  on  application  manage¬ 
ment  to  learn  what  network  executives  from  leading 
companies  are  doing  to  overhaul  application  perfor¬ 
mance.  You'll  also  find  an  overview  of  popular  point 
products  and  a  Living  Buyer's  Guide  to  network  con¬ 
figuration  tools. 

DocFinder:  2735 


Dr.  Internet 


By  Steve  Blass 


My  PC  seems  to  have  been  infected  with 
something  that  has  taken  over  my  Internet  set¬ 
tings.  The  Internet  Explorer  home  page  has 
been  changed  to  a  search  site,  and  I  can't  set  it 
back.  Every  time  I  connect  to  the  Internet,  my 
screen  gets  filled  with  pop-ups  (many  porno¬ 
graphic),  and  I  can't  make  them  go  away. 

My  anti-virus  software  is  up  to  date  but  doesn't 
find  anything  to  remove.  I  tried  Spybot  and  Ad- 
aware,  but  neither  of  them  have  solved  the 


problem.  Any  ideas? 

It  sounds  like  you  have  been  compromised  by  the 
Cool  Web  Search  bar  or  one  of  its  variants. 

There  are  tools  to  help  clean  your  system.  Get 
the  Cool  Web  Search  Shredder  at  www.nwfu- 
sion.com,  DocFinder:  2736.  This  will  try  to  remove 
all  the  registry  entries  and  files  associated  with 
the  Cool  Web  Search  bar.  If  Cool  Web  Search 
Shredder  fails  to  run  when  you  start  it,  you  may 


need  the  Cool  Web  Search  Smart  Killer  removal 
tool  (DocFinder:  2737);  run  that  to  disable  Cool 
Web's  ability  to  kill  the  Shredder  removal  tool. 
Once  you  have  regained  control  of  your  system, 
go  to  DocFinder:  2738  to  learn  how  to  prevent 
similar  browser  hijacking  problems. 

Blass  is  a  network  architect  at  Change@Work 
in  Houston.  He  can  be  reached  at  dr.internet 
@changeatwork.  com. 
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Once  upon  a  time,  there  were  only 
Unix  machines  on  the  Internet.  No, 
really  you  could  look  as  hard  as  you 
liked  and  all  you  would  find  were  *nixen 
from  wall  to  wall. 

Anyway  in  those  far-off  days,  we  had  tools 
such  as  rsh  (remote  shell),  rlogin  (remote 
login),  telnet  and  FTP  so  we  could  sit  at 
one  machine  and  use  the  facilities  on 
another.  Now  all  was  well  in  the  online 
kingdom  and  the  neighborhood  was  gen¬ 
erally  genteel  and  academic.  However,  this 
was  not  to  last.  Oh,  no. 

In  next  to  no  time  the  rowdy  barbarians 
appeared  —  the  commercial  elements 
moved  in  along  with  the  hackers,  the 
whackers,  the  spammers  and  the  phishers. 
The  result  was  that  the  'Net  was  no  longer 
a  nice,  safe  neighborhood  where  you 
could  let  the  kids  —  your  users  —  play 
with  their  friends  where  they  pleased.  No 
longer  could  you  expect  them  to  turn  up 
before  dark,  tired  and  ready  for  dinner  with 
nothing  more  than  a  few  scrapes  and 


bruises  to  show  for  their  adventures. 

Now  when  they  set  off,  any  bad  guy  with 
enough  smarts  to  listen  out  for  idle,  un¬ 
guarded  chatter  could  steal  their  account 
names  and  passwords.  By  the  time  the  little 
ones  got  home,  their  piggy  banks  and  your 
wallet  could  easily  be  emptied,  your  living 
room  defaced  and  your  property  hijacked 
for  any  number  of  nefarious  purposes.  A 
sad, sad  state  of  affairs. 

So  how  to  protect  the  kids?  The  answer 
was  . .  .Secure  Shell  (SSH). 

SSH  provides  an  encrypted  communi¬ 
cations  channel  between  a  client  and  a 
server  over  TCP/IP  connections.  Using 
SSH  you  can  safely  log  on  to  a  terminal 
session  on  another  computer,  and  no  one 
can  “listen  in.” 

Originally  the  protocol  was  only  for 
*nixen  and  Vaxen.  But  that  quickly 
changed  and  versions  for  other  operating 
systems  appeared.  Today  we  have  a  num¬ 
ber  of  “industrial-quality”  implementations 
(as  in  being  commercially  supported) 
from  which  to  choose. 

So  what  does  this  paragon  of  privacy  pro¬ 
vide?^  start  with, SSH  prevents  IP  spoofing 
—  that’s  when  a  remote  host  sends  forged 
packets  to  appear  to  come  from  another, 
trusted  host.  It  also  prevents  DNS  spoofing, 
which  is  when  an  attacker  forges  name 


server  records.  It  also  prevents  the  inter¬ 
ception  of  clear  text  exchanges  (passwords 
and  other  data)  and  data  manipulation 
using  intermediate  hosts.  The  only  thing 
bad  guys  can  do  to  SSH  communications 
is  force  SSH  sessions  to  disconnect. 

But  just  like  watching  a  Ginsu  knife  being 
pitched  on  TV  you  must  wait!  There’s  more! 
Not  only  does  it  slice  and  dice  but  turn  it 
over  and  it’s  a  chain  saw! 

Yes,  folks,  along  with  safe  terminal  access 
SSH  gives  you  secure  file  transfer,  provides 
secure  X  connections  and  supports  secure 
forwarding  of  arbitrary  TCP  connections.  It 
is  the  communications  equivalent  of  a 
secure  Swiss  Army  knife. 

Under  the  hood,  SSH  implementations 
are  based  on  the  SSH  1  or  SSH2  protocol  — 
the  latter  being  a  more  secure  and  com¬ 
plete  rewrite  of  SSH  1 .  These  two  versions 
are  very  different  from  each  other  and 
incompatible.  SSH2  is  the  standard  used  in 
most  commercial  implementations  today 
and  its  IETF  drafts  can  be  found  at  www 
nwfusion.com,  DocFinder:  2739. 

The  SSH  protocol  is  founded  on  a  secure 
transport  protocol.  This  low-level  function¬ 
ality  provides  strong  host-based  server 
authentication,  and  optionally  compres¬ 
sion.  On  top  of  this  is  the  connection  pro¬ 
tocol  that  multiplexes  channels  over  the 


encrypted  tunnel  created  by  the  transport 
protocol. 

The  final  component  is  the  client  authen¬ 
tication  protocol,  which  must  be  distin¬ 
guished  from  a  user  authentication  proto¬ 
col  to  verify  the  identity  of  a  user  —  a  ser¬ 
vice  that  has  to  be  added  on  top  of  SSH. 

The  goal  of  SSH  was  to  support  parameter 
negotiation  for  the  key  exchange  method, 
the  public  key  algorithm  to  be  used,  the 
message  authentication  algorithm  and  the 
hash  algorithm  while  minimizing  the  num¬ 
ber  of  protocol  exchanges.  Under  SSH,  data 
integrity  is  assured  by  including  a  message 
authentication  code  based  on  a  shared 
secret,  the  packet  sequence  number  and 
the  packet  contents. 

For  encryption, SSH2  supports  AES, Triple- 
DES,  Blowfish,  Twofish,  Arcfour  and 
Castl28-cbc,  and  for  authentication  it 
employs  passwords,  public  keys,  digital  cer¬ 
tificates,  smart  cards,  PAM  and  SecurlD 
methods. 

Which  leads  us  to  next  week’s  Gearhead 
topic:  SSH  Tectia  from  SSH  Communica¬ 
tions  Security  (DocFinder:  2740),  a  suite  of 
SSH  products  supported  under  Linux,  AIX, 
Solaris,  HP-UX  and  Windows. 

Discuss  your  secrets  with  gearhead@ 
gibbs.com. 


GoolToo 

Quick  takes 
on  high-tech  toys 

By  Keith  Shaw 


The  scoop:  TuneCast  II,  from  Belkin,  about  $50. 

What  it  does:  Like  a  good  Hollywood  sequel,  the 
TuneCast  II  takes  the  good  parts  from  the  first  version  and 
adds  features  to  improve  the  product.The  device  connects 
to  the  headphone  jack  of  any  MP3  player  and  broadcasts 
the  content  to  any  nearby  FM  stereo  receiver.This  lets  users 
listen  to  their  digital  music  when  they’re  in  a  car  or  via  a 
stereo  system. 

Why  it’s  cool:  The  device  lets  users  choose  the  frequen¬ 
cy  at  which  to  broadcast,  as  opposed  to  a  choice  of  only 
four  pre-set  frequencies  in  the  earlier  model.  This  gives 
users  more  flexibility, on  the  off  chance  the  lower  frequen¬ 
cies  on  the  radio  dial  are  taken  up  by  college  radio  or  pub¬ 
lic  radio  stations.  This  feature  also  comes  in  handy  when 
you’re  driving  —  when  you’re  in  range  of  a  station, you  can 
quickly  change  frequencies  to  continue  listening  to  your 
music. 

Grade:  ★  ★  ★  ★  (out  of  five) 

The  scoop:  256MB+Wi-Fi  card, from  SanDisk, about  $130. 

What  it  does:  This  secure  digital  I/O  (SDIO)  card  com¬ 
bines  256M  bytes  of  storage  capacity  with  a  Wi-Fi  (802. 1 1  b) 
wireless  LAN  radio.  The  card  works  with  Fbcket  PC  2002, 
2003  and  Windows  Mobile  2003  handheld  PDAs  to  provide 
wireless  connectivity  (and  to  give  extra  storage  space). 
Security  features  such  as  Wired  Equivalent  Privacy,  802.  IX, 
pre-shared  keys  and  Wi-Fi  Protected  Access  are  supported. 


Why  it’s  cool:  Combining  the 
two  technologies  onto  one  SDIO 
card  can  save  a  lot  of  time  as 
well  as  battery  life.  (SanDisk  says 
combining  the  storage  and  wire¬ 
less  functions  onto  one  card  will 
help  minimize  battery  drain.) 

More  importantly  the  combina¬ 
tion  lets  you  store  content  on  the 
card  while  maintaining  a  wire¬ 
less  connection,  as  opposed  to 
switching  between  a  wireless 
radio  card  and  a  storage  mem¬ 
ory  card.  Installation  was  rela¬ 
tively  simple  (we  had  to  install 
drivers  and  software  before 
inserting  the  card  into  the  hand¬ 
held),  although  we  had  to 
remember  which  operating  sys¬ 
tem  our  handheld  was  currently 
using. 

On  the  down  side,  the  card 
won’t  work  with  SDIO  card  read¬ 
ers,  so  it  becomes  a  bit  more  dif¬ 
ficult  to  transfer  data  stored  on 
this  card.  Still,  if  you’re  looking  to 
add  wireless  to  your  pocket  PC 
without  sacrificing  storage  mem¬ 
ory  this  card  is  worth  a  look. 

Grade: 

The  scoop:  Viewpoint  Toolbar 
2.0,  from  Viewpoint,  free. 

What  it  does:  Like  several  other  Internet  Explorer  tool¬ 
bars,  the  Viewpoint  bar  is  a  plug-in  that  helps  you  quickly 
search  for  items  on  the  Web. 

Viewpoint  adds  a  visual  element  to  the  search  results, 
letting  you  see  a  thumbnail  photo  of  a  Web  site  in  a  hor- 


SanDisk's  SDIO  card  lets  you  store 
content  while  maintaining  a  wireless 
connection. 

izontal  scrolling  window.  When 
you  roll  your  mouse  over  the 
thumbnail  preview,  the  window 
gets  slightly  larger  so  you  can  see 
more.  This  lets  you  decide 
whether  to  continue  to  the  site  or 
go  to  the  next  search  result.  The 
toolbar  also  takes  your  favorites 
file  and  creates  a  visual  represen¬ 
tation  of  all  your  bookmarks. 

Like  other  toolbars,  the  Viewpoint 
model  includes  a  pop-up  blocker, 
but  instead  of  just  blocking  ads  it 
throws  them  into  a  visual  folder, so 
you  can  scroll  and  see  what  pop¬ 
up  ads  you’re  missing. 

Why  it’s  cool:  Sometimes  read¬ 
ing  descriptions  of  your  search 
results  isn’t  enough;  sometimes 
you  want  to  see  what  the  site 
looks  like  before  you  go  there.  In 
that  respect,  the  Viewpoint  Tool¬ 
bar  succeeds  in  saving  you  from 
wasted  clicks. 

Our  favorite  part  of  this  toolbar 
was  the  visual  bookmark  feature, 
which  lets  you  refresh  the  page 
and  see  if  there  is  any  new  con¬ 
tent.  If  you  scan  a  bunch  of  Web  sites  daily, setting  it  up  so 
you  can  scan  all  of  the  sites  at  once  (at  a  quick  glance) 
is  pretty  valuable. 

Grade:  ★★★★ 

Shaw  can  be  reached  at  kshaw@nww.com. 
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www.idg.net/mcafeecenter 


If  your  company  is  compromised  or  experiences  downtime 
for  even  a  matter  of  minutes,  that  time  can  translate  into  lost 
profitability,  customers  and  dollars.  And  that  is  something 
none  of  us  can  afford. 

For  that  reason  the  McAfee®  Enterprise  Security  Center 
was  created:  an  exclusive  collection  of  news,  whitepapers, 
information,  analysis  and  strategies  for  securing  your 
networks  and  systems. 

Learn  new  strategies  for  securing  your  servers  and  protecting 
your  desktops  from  viruses.  Get  the  latest  information  on  how  to 
stay  on  top  of  the  latest  threats  to  your  network  and  bolster  your 
skills  in  synergizing  your  IT  staff  as  a  critical  business  asset. 

Armed  with  this  knowledge,  you'll  not  only  strengthen 
your  network's  defenses,  you'll  also  enhance  your  IT 
leadership  and  business  skills,  benefiting  your  enterprise's 
bottom  line— and  your  own. 


Content  for  the  McAfee  Enterprise  Security  Center  is 
supplied  by  these  awardwinning  IDG  publications: 
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ON  TECHNOLOGY 

Michael  Cooney 

Offshoring,  the 
monster  that 
won’t  die 


Few  IT  topics  stir  so  much  emotion,  angst,  fear  and 
misunderstanding  than  offshore  outsourcing. 

Rarely  a  day  goes  by  without  some  group  putting 
out  a  new  study  on  the  subject.  One  concludes  offshoring 
is  purely  the  devil’s  work  that  will  make  the  U.S.  fall  into 
the  sea. The  next  will  show  companies  moving  work  off¬ 
shore  are  saving  billions  of  dollars  and  benefiting  from  it 
so  much  that  they  wish  they  had  done  it  sooner. 

We  came  across  the  same  schizophrenia  in  our  report¬ 
ing  for  this  special  issue.  Many  companies  didn’t  want  us 
to  say  they  were  using  offshoring,  while  others  were  more 
than  happy  to  tout  the  practice.  Some  would  talk  but 
wouldn’t  let  us  use  their  names  —  there’s  a  stigma 
attached,  they  said. 

Meanwhile  the  topic  has  hit  the 
mainstream,  with  federal  and 
state  governments  weighing  in  to 
restrict  offshoring.  Add  to  that  the 
presidential  election  rhetoric, 
and  it’s  not  hard  to  understand 
the  confusion  that  surrounds 
the  topic. 

We  hope  this  package  will  help  clarify  some  of  the 
issues  by  examining  the  major  offshoring  topics. 

In  our  lead  story  we  look  at  the  reasons  there  is  such  a 
dichotomy  of  views  on  the  subject  and  look  at  the  rea¬ 
sons  companies  are  offshoring  —  or  not.  On  the  pro  side 
there  are  important  motivations,  not  the  least  of  which  is 
cost  savings.  But  in  a  separate  piece  we  look  at  the  down¬ 
sides,  which  include  everything  from  language  barriers  to 
lost  business. 

While  much  of  the  offshoring  discussion  has  swirled 
around  India,  we  have  a  story  about  emerging  countries 
such  as  Belarus  and  Estonia  that  would  like  to  land  that 
business.That  could  mean  more  savings,  but  infrastruc¬ 
ture  problems  might  be  insurmountable. 

Back  in  the  U.S.  we  take  a  look  at  how  offshoring  has 
become  a  political  hot  potato.  New  regulations  on  the 
state  level  are  making  it  difficult  for  state  IT  work  to  be 
outsourced.  Can  federal  regulations  be  far  behind? 

Finally,  our  package  concludes  with  two  industry  execu¬ 
tives  debating  whether  offshoring’s  benefits  outweigh  its 
drawbacks. 

A  Gartner  analyst  recently  predicted  that  offshoring  will 
lose  its  stigma  in  a  couple  of  years  because  the  market 
will  mature  and  the  emotional  baggage  will  fall  away. 
While  the  furor  and  FUD  might  die  down,  it  will  take 
years  for  those  who  lost  their  jobs  to  forget. This  topic  will 
remain  an  emotional  issue  for  some  time  to  come. 


—  Michael  Cooney 
Associate  news  editor 
mcooney@nww.  com 


Spyware  solution 

It  was  interesting  to  read  Mark  Gibbs’  Backspin  col¬ 
umn  on  spyware  (www.nwfusion.com,  DocFinder: 
2722)  and  the  many  letters  you  got  in  response 
(DocFinder:  2125).  Like  other  respondents,  my  com¬ 
pany  is  spending  more  and  more  time  cleaning  spy- 
ware  from  customer  computers.  We ’re  making  a  con¬ 
certed  effort  to  educate  our  clients  about  the  risks. 

I  was  surprised  that  no  one  mentioned  the  best 
solution  to  the  spyware  problem:  Break  out  of  the 
monoculture.  Simply  dumping  Internet  Explorer 
and  using  the  excellent,  free  Mozilla  Web  browser 
eliminates  a  major  attack  vector. 

My  company  has  taken  a  more  radical  step  and 
uses  Mac  OS  X  for  our  primary  desktop  environment 
—  native  Microsoft  Office  applications,  100%  uptime 
with  virtually  no  maintenance,  no  viruses  and  no 
spyware.  It’s  a  no-brainer  —  I  don’t  have  time  to  deal 
with  Windows  problems  in  my  own  backyard. 

Park  Hunter 
President 
MPH  Interactive 
Williamsport,  Ind. 

Used-gear  pitfalls 

Regarding  “Cisco  aims  to  own  used-gear  market” 
(DocFinder:  2723):  A  Cisco  representative  told  my 
company  in  no  uncertain  terms  that  any  used  gear 
is  considered  “gray  market”  and  would  not  be  cov¬ 
ered  by  SmartNet.We  also  were  told  that  installing  a 
used  blade  into  a  6500  chassis  would  void  the  entire 
SmartNet  contract  on  the  6500. 

So  it’s  a  calculated  risk  from  my  perspective.  Buy  a 
used  2950  to  sit  at  the  edge  and  feed  desktops? 
Maybe;  it’s  boatloads  cheaper  to  do  that  than  to  buy 
a  new  one  and  keep  it  on  SmartNet.  The  catch:  You 

E-mail  letters  to  jdix@nww.com  or  send  them  to  John  Dix,  editor  in 
chief,  Network  World,  1 1 8  Turnpike  Road,  Southborough,  MA  01772. 
Please  include  phone  number  and  address  for  verification. 


can’t  install  updated  software  without  a  valid 
SmartNet  contract  —  so  if  you  buy  a  used  2950, 
you’re  stuck  with  whatever  IOS  came  on  it.You  can’t 
legally  upgrade  it,  so  if  you  run  into  buggy  code, 
you’re  out  of  luck. 

Buy  a  6500, 7200,  PIX  or  other  piece  of  core  or  secu¬ 
rity  gear  on  the  used  market?  Not  a  chance  —  a  crit¬ 
ical  failure  or  security  breach  not  covered  by 
SmartNet  means  potentially  big  downtime  that 
Cisco  won’t  help  you  with.  In  my  world,  that’s  too  big 
of  a  risk  to  take. 

Ethan  Banks 
Concord,  N.H. 

Having  worked  in  the  used  equipment  industry  for 
almost  20  years,  I  can  say  without  reservation  that 
those  of  us  who  sell  used,  pre-owned  or  refurbished 
equipment  can  service  and  support  our  customers 
as  well  as  or  better  than  Cisco.This  is  because  we  are 
much  smaller, but  mostly  because  we  honestly  care. 
I've  received  equipment  from  the  Cisco  Authorized 
Remarketing  program  that  made  me  cringe.  Our 
techs  have  established  a  quality-control  program 
that  is  second  to  none.  I’m  frankly  a  little  tired  of 
being  treated  like  a  criminal  when  we  are  doing 
exactly  what  Cisco  is  hoping  to  do;  the  only  differ¬ 
ence  is  that  we  do  it  much  better. 

Jerry  Galluzzo 
East  Syracuse,  N.Y 

Good  receipts 

Regarding  Mark  Gibbs’  Backspin  column  “Just  say 
no  (receipt)”  (DocFinder:  2724):  I  can  think  of  one 
“good”  reason  to  request  an  e-mail  receipt.  I  know 
that  if  I  haven’t  received  a  receipt,  the  person  to 
whom  I’ve  sent  the  e-mail  hasn’t  read  it  and  there¬ 
fore  I  don’t  have  to  wonder  if  they  just  are  ignor¬ 
ing  me. 

Len  Morgan 
Big  Spring, Texas 


More  online!  www.nwfusion.com  Find  out  what  readers  are  saying  about  these  and  other  topics.  DocFinder;  2721 
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TOTALLY  UNPLUGGED 

Ira  Brodsky 


Beware  the  machine-to-machine  hype 


i 


ndustry  analysts  tout  the  number  of  things 
destined  to  be  networked:  cars,  utility  met¬ 
ers,  vending  machines  and  other  devices. 
Estimates  range  from  tens  of  billions  to  more 
than  1  trillion  potential  machine-to-machine 
nodes.  Research  firm  E-principles  even  pre¬ 
dicts  the  number  of  things  connected  to 
mobile  phone  networks  will  exceed  the  number  of  people  connected 
to  those  networks  by  2010  (vAvw.nwfusion.com,  DocFinder::  2726). 

Did  these  folks  sleep  through  the  Internet  bubble? 

There  are  many  reasons  to  be  optimistic  about  machine-to- 
machine  market  growth.  More  and  more  products  include  built-in 
intelligence.  Mobile  phone  services  are  becoming  ubiquitous,  mak¬ 
ing  it  increasingly  possible  to  connect  remote  and/or  mobile  sen¬ 
sors,  switches,  machines  and  displays  to  networks.  Low-cost  radio 
modems,  wireless  service  rate  plans  scaled  to  bandwidth  consump¬ 
tion  and  the  emergence  of  powerful  Internet-based  tools  also  are  dri¬ 
ving  growth. 

But  there  are  significant  obstacles,  too. The  current  wireless  machine- 
to-machine  market  is  quite  modest:  Only  about  6  million  radio 
modems  were  shipped  for  use  in  machine-to-machine  applications 
during  2003.  Contrast  this  to  Nokia’s  estimate  that  roughly  600  million 
mobile  phones  will  be  sold  this  year. 

The  wireless  machine-to-machine  market  is  highly  fragmented.  The 
applications  —  ranging  from  monitoring  heart  patients  to  tracking 
truck  trailers  —  are  much  too  diverse  for  generic  products.  Most  prod¬ 
ucts  still  require  a  great  deal  of  customization.  Growth  varies  widely 


from  one  market  to  the  next. 

For  the  number  of  machine-to-machine  devices  on  mobile  phone 
networks  to  surpass  the  number  of  handsets  on  mobile  phone  net¬ 
works  by  2010,  the  number  of  wireless  machine-to-machine  devices 
sold  per  year  must  exceed  the  number  of  handsets  sold  per  year.  But 
even  assuming  wireless  machine-to-machine  device  sales  grow  geo¬ 
metrically  while  handset  sales  remain  flat,  the  number  of  wireless 
machine-to-machine  devices  sold  annually  won’t  even  begin  to  exceed 
the  number  of  handsets  sold  annually  until  2010. 

The  problem  with  many  forecasts  is  they  place  too  much  emphasis 
on  the  total  available  market  and  not  enough  on  poorly  understood 
growth  inhibitors.  It’s  easy  to  assume  people  will  spend  an  extra  $5  per 
month  to  enjoy  theoretical  benefits,  but  much  harder  to  get  them  to 
pull  the  money  out  of  their  wallets. 

I  have  no  doubt  wireless  machine-to-machine  will  succeed.  But  the 
machine-to-machine  market  is  still  in  its  infancy.  Based  on  experience 
in  emerging  technology  markets,  we  can  expect  machine-to-machine 
to  grow  nicely  in  select  vertical  segments,  but  fail  to  overcome  inertia 
in  others. 

Eventually  the  industry  will  develop  machine-to-machine  solutions 
that  satisfy  the  needs  of  broad  market  segments.  But  counting  1  trillion 
things  that  could  be  connected  to  networks, and  predicting  that  today’s 
tiny  wireless  machine-to-machine  market  will  be  tomorrow’s  behe¬ 
moth,  won’t  help  us  get  there. 

Brodsky  is  president  ofDatacomm  Research  Co.  in  Chesterfield,  Mo.  He 
can  be  reached  at  ibrodsky@datacommresearch.com. 
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INDUSTRY  COMMENTARY 

Frank  Dzubeck 

In  a  previous  column,  I  noted  some  reasons 
why  SNMP  should  be  re-engineered 
around  XML  and  event-based  bus  archi¬ 
tectures  (www.nwfusion.com,  DocFinder: 
2725).  That  column  drew  many  responses, 
most  of  which  were  critical  of  the  need  for 
such  a  drastic  change.  Critics  cited  the  addi¬ 
tional  overhead  required  in  an  embedded  device  agent  and  requiring 
users  to  learn  a  new  programming  language  when  the  current  com¬ 
mand-line  interface  works  just  fine. 

Change  often  is  difficult  to  embrace  but  must  happen  so  the  technol¬ 
ogy  industry  can  better  serve  users  and  applications.The  original  focus 
of  management  was  on  fault  detection  and  recovery.  Failure  rates  were 
high  and  diagnostic  tools  immature.The  situation  today  is  drastically  dif¬ 
ferent.  Hardware  now  is  designed  using  fewer  components  and  less 
power  consumption/heat  generation,  and  has  intelligent  embedded 
microprocessors  and  better  manufacturing  quality  The  result  is  almost  a 
magnitude  fewer  failures. 

The  latest  techniques  that  use  autonomic  technology  soon  will  let  all 
communications  hardware  meet  a  99.99999%  uptime  level.  Using 
redundant  components  and  back-up  power,  that  reliability  level  will  be 
almost  100%.  Hardware  fault  management  will  not  be  the  primary  con¬ 
cern  of  management  systems. 

Software  is  another  issue,  but  current  developer  tools,  testing  tech¬ 
niques  and  reusable  component  technology  are  producing  more  reli¬ 
able  code  that  is  less  prone  to  development  errors.This, combined  with 
the  ability  of  operating  systems  to  dynamically  reload  software  com¬ 
ponents  after  fault  identification,  will  increase  the  reliability  of  software 
to  a  level  equal  to  that  of  hardware. 

Overhead  issues  relating  to  XML  exist  but  will  be  addressed  in  hard¬ 
ware  from  a  network  perspective  and  in  agent  software  through  the  use 
of  faster  microprocessors  and  additional  memory  within  the  hardware. 
This  is  the  evolution  of  embedded  systems  —  smarter,  simpler  and 


XML  and  management  team  up 


more  communicative. 

The  real  focus  of  management  has  shifted  to  monitoring,  perfor¬ 
mance  measurement,  configuration  and  provisioning.These  will  all  be 
XML-based  applications  that  must  directly  interact  with  corporate  poli¬ 
cy  and  business  applications.  Although  I  still  believe  the  World  Wide 
Web  Consortium  (W3C)  should  be  the  standards  body  focused  on 
transforming  systems  and  network  management  into  XML-based  appli¬ 
cations,  the  IETF  has  taken  the  lead  because  of  its  experience.The  mak¬ 
ing  of  standards  is  a  slow-but-sure  process.  Various  standards  commit¬ 
tees  are  in  place, and  new  committees  are  being  created  to  address  the 
transition.  Many  papers  and  committee  reports  are  available  on  Web 
sites  such  as  www.ietf.org, www.oasis-open.org  and  www.w3.org. 

The  IETF  was  slow  to  don  the  mantle  of  transition,  but  now  is  rushing 
headlong  into  XML  network  management.  Fortunately,  the  IETF  is  coor¬ 
dinating  its  efforts  with  the  Organization  for  the  Advancement  of 
Structured  Information  Standards  and  the  W3C.The  driving  force  in  the 
systems  management  world  is  vendors,  not  standards  bodies.  Dynamic 
provisioning,  end-to-end  service-level  agreement  monitoring,  real-time 
performance  measurement  and  policy-based  configuration  discovery 
are  all  traits  required  within  the  on-demand/utility  IT  model. 
Companies  such  as  IBM  and  HP  already  have  in  place  XML-based  Web 
services  management  applications  in  support  of  their  versions  of  the 
on-demand/utility  model. 

Resistance  will  be  futile;  it  will  occur  rapidly  in  the  systems  manage¬ 
ment  world  and  more  slowly  in  the  network  management  world.This  is 
not  all  bad  because  the  IETF  will  not  have  to  reinvent  the  wheel  and 
might  even  adopt  the  same  management  XML  schemas  as  the  systems 
world,  thereby  unifying  systems  and  network  management  under  one 
application,  development  and  operations  structure. 


Change  often  is 
difficult  to 
embrace  but 
must  happen  so 
the  technology 
industry  can  bet¬ 
ter  serve  users 
and  applications. 


Dzubeck  is  president  of  Communications  Network  Architects,  an 
industry  analysis  firm  in  Washington,  D.C.  He  can  be  reached  at 
fdzubeck@commnetarch.  com. 
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BY  JENNIFER  MEARS 


prom  ise 


Lower  costs,  flexibility,  expanded 
resources  driving  businesses  to 
look  overseas. 


a  hot-button  issue  to  be  sure, 
but  business  customers  using 
offshore  services  say  the  decision  to  move  jobs  overseas 
stems  from  some  real  pragmatic  concerns. Take  VF  Corp., 
one  of  the  world’s  largest  apparel  companies  whose 
brands  include  Lee  jeans, Tommy  Hilfiger  and  The  North 
Face. The  company,  with  some  550  IT  staff  domestically  has 
been  increasing  its  use  of  offshore  resources  the  past  few 
years  and  says  cost  cutting  wasn’t  the  only  driver. 

“In  general,  we  were  having  trouble  finding  resources 
and  keeping  them  in  [certain]  technologies  at  the  level 
we  wanted,”  says  Eric  Anthony,  vice  president  of  IT  services 
at  the  firm  in  Raleigh,  N.C.“In  India,  they  were  pumping 
these  guys  out  left  and  right. . . .  Look  at  the  deal  here: 

We’ve  got  very  highly  paid  SAP  programmers  that  we 
could  hire  in  the  U.S. —  and  they’re  hard  to  find.  Or  we 
could  go  to  India  and  find  very  talented  SAP  programmers 
immediately  at  35%  to  40%  lower  cost.” 

Increasingly  companies  are  looking  at  outsourcing  as  a 
way  to  boost  efficiencies  by  offloading  IT  tasks  that  don’t 
provide  a  competitive  advantage.  At  its  Outsourcing 
Summit  2004  in  May  Gartner  said  outsourcing  will 
account  for  53%  of  the  worldwide  IT  services  market  this 
year  and  will  make  up  56%  of  the  market  by  2007. 

Hand  in  hand  with  that  comes  an  increase  in  using  off¬ 
shore  outsourcing  service  providers  as  a  growing  interna¬ 
tional  talent  pool.This,  combined  with  lower  communica¬ 
tions  costs,  makes  managing  a  worker  thousands  of  miles 
away  as  easy  as  having  the  employee  in  a  local  office. 

Companies  say  the  biggest  benefit  of  using  offshore 
providers  is  cost  savings  because  wage  rates  overseas  can 
be  as  low  as  one-tenth  of  what  comparable  workers  earn 
domestically  But  companies  also  are  seeing  other  benefits, 
such  as  increased  flexibility  —  the  ability  to  grow  and 
reduce  the  number  of  workers,  24-7  work  schedules 
because  of  time  differences  and  access  to  a  broader 
range  of  IT  expertise. 

Challenges  also  exist  with  issues  such  as  language  and 
cultural  differences,  time  zone  barriers  and  unfamiliarity 
with  offshore  providers,  according  to  a  report  IDC 
released  in  May.  Nevertheless,  with  CIOs  being  asked  to 
do  more  with  less,  interest  in  the  offshore  option  is 
growing,  especially  with  companies  such  as  IBM  and 
Accenture  beefing  up  their  offerings  abroad. 

Forrester  Research,  which  made  waves  in  2002  when  it 
released  a  study  predicting  that  3.3  million  U.S.  services 
jobs  would  move  offshore  by  2015,  increased  that  estimate 
in  May  to  3.4  million.The  firm  also  said  that  in  the  near 
term  the  use  of  offshore  resources  would  grow  40%  faster 
than  originally  expected,  from  just  less  than  590,000  jobs  to 
about  830,000  jobs  by  the  end  of  2005. 

At  the  same  time,  analysts  note  that  while  IT  jobs  un¬ 
doubtedly  are  being  pushed  offshore,  the  number  is  actu¬ 
ally  a  minuscule  percentage  of  overall  IT  positions. 
Forrester,  for  example,  points  out  that  the  number  of  jobs 
shifted  offshore  in  2003  —  315,000  —  represents  less 
than  1%  of  all  jobs  in  the  affected  categories. 


America  and  Global  Insight  found  that  offshoring 
accounted  for  just  2%  of  the  total  $10  billion  outsourcing 
market  today  and  will  increase  to  6%  of  a  $31  billion  out¬ 
sourcing  market  by  2008. 


Why  now? 

“Where  IT  offshoring  really  became  mainstream  was 
during  theY2K  period,” says  Partha  Iyengar,  a  research  vice 
president  at  Gartner.“Now  companies  are  saying  if  this 
worked  so  well  forY2K,why  don’t  we  look  at  this  for  ongo¬ 
ing  outsourcing?  It  gives  us  better  quality  than  we’re  able 
to  achieve  on-site  and  significant  cost  savings.” 

Ravi  Kalakota,  CEO  of  E-Business  Strategies,  and  co¬ 
author  of  Offshore  Outsourcing,  Business  Models  ROI  and 
Best  Practices,  says  the  use  of  offshore  IT  services  is 
maturing  from  its  Y2K  roots  to  handle  not  only  applica¬ 
tion  development  and  maintenance,  but  also  to  support 
large  packaged  application  deployments  and  business- 
process  outsourcing. 

“Is  all  this  hype?  Definitely  not,”  he  says.“Offshoring  is 
moving  up  from  the  food  chain  from  being  a  2-year-old 
into  a  4-year-old  or  5-year-old.  It’s  able  to  do  more  things 
now7 

The  IT  industry  is  following  a  familiar  path  when  it 
comes  to  outsourcing.  Manufacturing,  for  example,  has 
been  using  offshore  arrangements  for  decades  as  a  way 
to  drive  down  costs  and  boost  production.  In  the  1990s, 
the  production  of  IT  hardware  moved  offshore,  resulting 
in  price  reductions  of  10%  to  30%,  according  to  a  policy 
brief  that  Catherine  Mann,  senior  fellow  at  the  Institute  for 
International  Economics,  published  in  December. 

Those  price  reductions,  coupled  with  increased  produc¬ 
tivity  resulted  in  an  additional  $230  billion  in  gross  domes¬ 
tic  product  for  the  US.  between  1995  and  2002,  Mann 
says.  Meanwhile,  IT  software  and  services  became  an 
increasingly  important  part  of  overall  IT.  Mann  notes  that 
between  1993  and  2001,  the  increase  in  IT  hardware 
spending  was  6.7%,  while  growth  in  software  and  services 
was  nearly  double  that  at  12.5%. 

“In  the  face  of  this  demand,  and  enabled  only  since  the 
mid-1990s  by  the  Internet  and  standardization  of  meth¬ 
ods,  software  and  services  are  now  beginning  to  be  pro¬ 
duced  globally’ she  writes  in  the  brief  titled,“Globalization 
of  IT  Services  and  White  Collar  Jobs:  The  Next  Wave  of 
Productivity  Growth.”“Just  as  for  IT  hardware,  globally  inte¬ 
grated  production  of  IT  software  and  services  will  reduce 
these  prices  and  make  tailoring  of  business-specific  pack¬ 
ages  affordable,  which  will  promote  further  diffusion  of  IT 
use  and  transformation  throughout  the  U.S.  economy5 

While  some  of  those  IT  jobs  will  go  abroad,  new  oppor¬ 
tunities  will  open  in  the  U.S.,she  says. 


“As  more  sectors  of  the  economy  and  more  businesses 
use  the  IT  packages  in  the  U.S.,  high-skill  jobs  to  design 


and  tailor  IT  packages  will  increase  in  the  IT  sector,  and 
jobs  demanding  the  skills  to  use  these  IT  packages  effec¬ 
tively  will  diffuse  throughout  the  economyf  Mann  writes. 

The  Bureau  of  Labor  Statistics  says  that  occupations  re¬ 
quiring  IT  skills  will  grow  at  three  times  the  rate  of  job 
growth  in  the  overall  economy  during  the  next  10  years. 

Real  life,  real  impact 

Still,  real-life  issues  of  job  losses  have  created  a  back¬ 
lash  and  made  offshoring  a  hot  political  issue. 

“The  pressure  [on  IT  jobs]  will  continue,”  E-Business 
Strategies’  Kalakota  says.“As  long  as  the  economy  does 
not  improve,  or  trudges  along  the  bottom,  the  pressure 
on  IT  jobs  is  going  to  be  quite  severe.  Now,  if  the  econo¬ 
my  starts  picking  up  and  more  hiring  starts  because 
there  are  just  more  projects,  then  the  IT  pressure  might 
steadily  decrease,  for  a  while  at  least.” 

Kalakota  notes  that  economists  and  others  point  to  the 
creation  of  new  jobs  in  the  long  run, “but  we  don’t  live  in 
the  long  run.  We  have  to  put  food  on  the  table  today 

Increasingly  companies  are  paying  attention  to  the  very 
real  impact  offshoring  is  having  on  IT  workers  who  find 
themselves  jobless.  Already  there  is  legislation  pending  in 
Congress  that  would  extend  benefits  to  IT  workers  who 
have  been  displaced  as  a  result  of  jobs  moving  offshore. 
Corporations  such  as  IBM,  which  plans  to  move  an  addi¬ 
tional  3,000  jobs  offshore  by  year-end,  are  extending  ben¬ 
efits  of  their  own. 

“We’ve  set  up  a  couple  of  different  funds  for  those  peo¬ 
ple  that  had  those  jobs,”  says  Clint  Roswell,  a  spokesman 
for  IBM.There  is  a  $750  million  commitment  from  our 
chairman  [Sam  Palmisano]  to  develop  hot  skills  jobs 
and  train  people  for  them,  and  of  that  $750  million,  $400 
million  is  for  workers  here  in  the  United  States.” 

In  March,  Palmisano  also  announced  the  $25  million 
Human  Capital  Alliance  fund,  which  is  aimed  at  retrain¬ 
ing  IBM  employees  with  new  skills  and  then  placing 
them  in  positions  with  IBM  or  one  of  IBM’s  partners. 

“We  understand  the  circumstances  here  and  it’s  been 
somewhat  fast  in  the  way  it  has  unfolded,  but  we  realize 
that  training  and  retraining  and  retooling  is  something 
that  has  to  be  done  over  and  over  again  in  the  IT  indus¬ 
try]’  Roswell  says.“Offshoring  has  hastened  it  a  bit  for  us.” 

The  upside 

Those  with  the  right  skills  will  be  able  to  take  advan¬ 
tage  of  the  evolving  IT  economy  that  will  include  off¬ 
shoring  as  one  factor  that  will  actually  boost  IT  transfor¬ 
mation  at  home,  analysts  say 

“The  net  impact  is  actually  positive  because  what  you’re 
getting  with  offshoring  is  substantial  cost  reductions,” says 
Nirvikar  Singh,  professor  of  economics  at  the  University  of 
California-Santa  Cruz.“Some  of  that  may  go  straight  to  the 
bottom  line,  but  a  lot  of  that  savings  will  go  into  hiring 
people  to  perform  other  tasks.  It  can  go  into  trying  to 
reach  new  markets,  it  can  be  used  for  other  kinds  of  in¬ 
vestments  that  will  generate  jobs  somewhere  else.” 

A  study  by  the  McKinsey  Global  Institute  published  last 
summer  found  that  for  every  $1  corporations  spend  off¬ 
shore, the  U.S.  economy  gets  $1.14  in  return  because  of 
lower  prices  and  new  job  opportunities.  More  specifically 
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corporations  using  offshore  services  stand  to  save  58 
cents  for  every  $1  they  spend  offshore,  McKinsey  says. 

“What  numbers  [like  the  Forrester  numbers]  neglect  is 
the  fact  that  a  country  like  the  United  States  goes  on  cre¬ 
ating  new  kinds  of  jobs,  and  that’s  what  happened  in 
manufacturing,” Singh  says.“I  guess  people  are  worried 
now  because  we  replaced  manufacturing  jobs  with  ser¬ 
vices  jobs  and  they’re  saying, ‘Now  services  jobs  are  going 
overseas.’ What’s  going  to  replace  them  are  other  kinds  of 
services  jobs.” 

General  Electric,  for  example,  has  had  a  global  presence 
since  the  late  19th  century  and  began  offshoring  IT-related 
functions  in  the  mid-1990s.  While  GE  continues  to  expand 
its  workforce  internationally  —  adding  about  100,000  jobs 
in  foreign  countries  during  the  past  10  years  —  the  com¬ 
pany  also  has  maintained  its  160, 000-strong  employee 
base  domestically  says  GE  spokesman  Peter  Stack. 

“It’s  pretty  clear  that  with  the 
shifting  nature  of  our  U.S. 
employment  composition 
[from  primarily  manufactur¬ 
ing-based  to  services-based 
positions] ,  that  a  large  number 
of  IT  and  service  jobs  have 
been  created  in  the  past  10 
years  in  the  United  States,”  he 
says.They  would  be  more 
high-tech  and  dedicated  to 
high-growth  businesses.” 

At  the  same  time,  Stack 
makes  no  excuses  for  GE’s  use 
of  international  workers,  say¬ 
ing  that  in  addition  to  cost  sav¬ 
ings,  it’s  imperative  to  have  a 
foreign  presence  to  operate  as 
a  global  company. 

“We  have  realized  a  lot  more 
than  a  basic  cost  arbitrage 
through  different  types  of  off¬ 
shore  presence,”  he  says.“GE  is 
an  extremely  global  company 
to  begin  with.  We  derive 

about  40%  of  our  revenue  outside  the  U.S.,and  the  same 
percent  of  our  workforce  is  housed  outside  the  U.S.” 

“There  are  tremendous  bases  of  employees  for  us  to  use 
to  global  advantage  . . .  and  they’re  usually  GE  employees 
and  support  GE  businesses,  not  just  in  the  United  States,” 
he  continues.“It’s  not  as  though  a  function  or  job  or  pro¬ 
cess  done  in  the  United  States  has  been  ended  and 
moved  offshore.  Frequently  it’s  a  process  or  a  job  or  a 
function  that’s  being  designed  for  optimum  efficiency  and 
we’ll  take  advantage  of  the  fact  that  we  have  this  employ¬ 
ee  talent  pool  to  draw  from  in  this  location  or  that  loca¬ 
tion.  Cost  is  a  huge  factor.  But  one  of  the  reasons  we  don’t 
want  to  quantify  it  is  it’s  not  the  sole  factor  or  sole  deter¬ 
miner,  and  cost  at  the  expense  of  quality  or  efficiency  is  a 
concession  that  we  absolutely  won’t  ever  make.” 


from  a  technical  service  desk  handled  by  offshore  ser¬ 
vices  provider  Patni.to  SAP  programming,  to  software 
development  and  maintenance.  Anthony  says  VF  is 
continuing  to  evaluate  what  IT  tasks  would  make  sense 
to  outsource  and  expects  to  increase  the  use  of  off¬ 
shore  services. 

“Outsourcing  to  us  is  a  bigger  question,  not  necessar¬ 
ily  offshoring.  We  look  at  outsourcing  and  ask, ‘Does  it 
make  business  sense  to  do  more  outsourcing,”  he  says. 
“The  only  way  we  feel  that  a  company  can  come  in 
and  outsource  and  save  you  money  is  to  leverage  the 
offshore  model.” 

A  study  1DC  published  in  May  found  that  26  compa¬ 
nies  using  offshore  service  providers  currently  spend 
about  5.4%  of  their  IT  budgets  on  offshore  resources, 
but  plan  to  increase  that  percentage  in  the  next  year  or 
two  by  about  25%. 


Whaf  s  the  big  deal? 

It's  true  that  IT  workers  are  being  dis¬ 
placed  as  businesses  turn  to  offshore 
resources,  but  analysts  note  that  in 
reality  the  number  of  jobs  being  off¬ 
shored  is  a  small  fraction  of  the  overall 
IT  workforce.  At  the  same  time,  busi¬ 
nesses  stand  to  benefit  from  cost  sav¬ 
ings  and  increased  productivity,  and 
analysts  say  that  IT  job  opportunities 
here  should  grow  as  a  result. 


By  the  numbers 

3.4  million 


Number  of  U.S.  services  jobs  predicted  to 
move  offshore  by  2015.  Stephen  Roach, 
chief  economist  at  Morgan  Stanley,  says 
this  works  out  to  annual  job  losses  of 
about  300,000  over  the  next  decade  and 
points  out  that  the  U.S.  economy  employs 
130  million  workers  today. 


$1.14 


For  every  dollar  corporations  spend  off¬ 
shore,  they  can  expect  $1.14  in  return. 


A  growing  trend 

For  its  part.VF  Corp.  has  anywhere  from  100  to  130 
overseas  workers  focused  on  IT  projects  that  range 


“Driving  this  increase  in  spending  for  offshore  ser¬ 
vices  ...  is  the  need  to  drive  down  costs”  the  report 
says. 

Anthony  says  that  costs  savings  aren’t  the  only  benefit 
he’s  seeing.  He  says  the  ability  to  increase  and  decrease 
IT  resources  as  needed  is  particularly  important. 

“If  I  have  a  project  that  requires  10  people  today  to 
design  it  and  then  40  people  to  build  it  and  four  peo¬ 
ple  to  implement  it,  in  an  offshore  relationship  1  can 
ramp  up  and  ramp  down  like  that,”  he  says. “But  if  1  had 
to  hire  40  people  domestically  and  only  needed  them 
for  four  months,  that  would  be  very  difficult.” 

While  he  says  that  VF  hasn’t  had  to  add  new  positions 
to  manage  offshore  relationships,  that  has  been  the 
experience  of  other  companies  using  offshore 
providers. 

Healthcare  technology  company  St.  Croix  Systems,  for 
example,  has  added  sales  positions  and  product  managers 
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In  this  Special  Report,  we  take  a  look  at  an  emerg¬ 
ing  effort  to  contain  these  exposures,  through 
enforcing  compliance  with  endpoint  security  meas¬ 
ures,  as  well  as  other  initiatives  intended  to  better 
protect  both  the  endpoints  and  the  trusted  networks 
to  which  they  connect. 

Take  advantage  of  this  free  offer  from  Network 
World  Fusion  and  secure  your  copy  of  the  SPECIAL 
REPORT:  The  Network  Endpoint:  Target  of 
Opportunity  in  PDF  format  today. 


About,  the  Author 

This  SPECIAL  REPORT  is  authored  by  Scott 
Crawford,  CISSP,  a  senior  analyst  with  Enterprise 
Management  Associates  (EMA),  an  IT  industry 
analyst  firm  headquartered  in  Boulder,  Colorado. 
The  firm  focuses  on  all  aspects  of  IT  management 
systems,  software  and  services. 
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The  Network  Endpoint: 

Target  of  Opportunity 

For  a  limited  time,  you  can  get  a  copy  of  this  SPECIAL  REPORT 
in  PDF  format,  free.  Just  download  your  free  copy  at: 
http://nww1.com/go/ad438.html  (registration  required) 
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ard  about 

Sobig,  Blaster, 
and  MyDoomP 

In  recent  years,  IT  has  made  a  significant  invest¬ 
ment  in  security,  yielding  achievements  that  have 
been  the  foundation  to  enabling  trusted  computing 
from  virtually  any  location,  at  any  time.  Despite 
these  efforts,  new  types  of  attacks  have  emerged 
in  recent  months  that  have  dramatically  overrun 
existing  security  measures.  These  hybrid 
exploits,  such  as  Sobig,  Blaster,  and  MyDoom, 
are  an  amalgam  of  viruses,  worms, Trojans,  and 

—  for  many,  the  most  effective  element  — 
social  engineering  that  leads  to  their  execu¬ 
tion  by  an  unwitting  recipient.  Classed  when 
they  appear  as  “zero-day"  exploits,  they  can 
spread  quickly  throughout  much  of  the 
Internet,  no  matter  how  rapidly  counter¬ 
measures  are  deployed.  They  may  leave 
behind  lingering  threats,  such  as  back 
doors  that  leave  a  compromised  system 

-  and  its  users  -  vulnerable  to  further 
exploitation  and  leakage  of  sensitive 
information.  While  their  effect  has  so  far  has  been 
felt  mostly  in  terms  of  consumed  resources  and 
remediation,  they  have  cost  IT  billions  of  dollars 
regardless,  by  any  estimate.  And  this  is  without  hav¬ 
ing  truly  manifested  the  full  destructive  potential  of 
which  they  could  be  made  capable. 
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"If  you’re  doing 
maintenance 
work  where  an 
application  is 
already  built  and 
you’re  sitting  in  a 
back  office 
updating  code  or 
maintaining 
code,  you  may 
be  at  risk." 


Ravi  Kalakota,  CEO, 
E-Business  Strategies 


More  online! 

Read  how  two  U.S.  tech  workers  were 
affected  by  offshoring. 
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edSite  figured  it  could  save 
money  by  using  offshore  re¬ 
sources  to  bulk  up  its  IT  staff,  but 
the  online  marketing  and  edu¬ 
cation  services  firm  also  knew  it  had  to 
think  carefully  about  which  jobs  would 
make  sense  to  push  overseas. 

Today,  the  company  uses  back-end 
application  developers  in  Minsk, 
Belarus,  as  a  way  to  cut  its  software 
development  time  by  a  third. 

“We’re  not  leveraging  offshoring  as  a 
head-cutting  resource,  as  much  as 
leveraging  it  to  augment  our  in-house 
expertise,”  says  Jason  Hogg,  COO  at  the 
New  York  company 

By  using  the  offshore  resources 
through  service  provider  Epam  Sys¬ 
tems,  MedSite  is  able  to  increase  and 
decrease  its  pool  of  developers  as 
needed,  while  maintaining  more  criti¬ 
cal  business-focused  software  architec¬ 
ture  expertise  at  home. 

“What  we  did  is  we  brought  [off¬ 
shore  workers]  in  to  co-develop  the 
next  version  of  our  interactive  detail¬ 
ing  platform  [a  marketing  program] , 
which  is  a  major  initiative,”  Hogg  says. 
“We  work  as  a  single  project  team: 
They’re  doing  the  back-end  coding  off¬ 
shore,  and  we’re  doing  the  front-end 
architecture  and  user  interfaces.  So  all 
of  the  front-end  stuff  is  designed  in- 
house  and  then  moved  offshore  for 
actual  development. ...  In  doing  so  it 
enables  us  to  do  things  much  more 
cost-effectively  and  faster.” 

With  more  businesses  looking  seri¬ 
ously  at  sending  IT  work  offshore,  the 
question  is  what  IT  jobs  are  most  at 
risk.  St.  Croix  is  not  alone  in  deciding 
to  offshore  back-end  functions  that 
don’t  really  give  the  business  a  compet¬ 
itive  edge.  Analysts  say  the  more  repeti¬ 
tive,  commoditized  positions  such  as 
application  programming,  database 
management,  technical  support  and 
data  entry  are  those  most  likely  to  be 
sent  overseas. 

“If  you’re  doing  maintenance  work 
where  an  application  is  already  built 
and  you’re  sitting  in  a  back  office 
updating  code  or  maintaining  code, 


you  may  be  at  risk,”  says  Ravi  Kalakota, 
CEO  of  E-Business  Strategies  and  co¬ 
author  of  Offshore  Outsourcing,  Busi¬ 
ness  Models  ROI  and  Best  Practices. 
“Database  management,  database 
administration,  the  commodity  data¬ 
base  work  probably  can  be  done 
remotely,  as  well.” 

Forrester  Research  says  offshore  ven¬ 
dors  continue  to  expand  their  offer¬ 
ings  and  are  providing  more  in  the 
way  of  business-process  outsourcing, 
implementation  of  packaged  applica¬ 
tions,  and  remote  monitoring  and 
administration  of  infrastructure,  all  of 
which  will  expand  the  range  of  IT 
jobs  that  could  be  vulnerable  to 
movement  overseas. 

On  the  flip  side,  companies  will  be 
looking  to  more  tightly  integrate  IT 
with  business  objectives,  and  people 
who  have  the  expertise  to  tie  together 
technology  and  business  will  continue 
to  be  marketable  in  the  U.S. 

“People  who  truly  understand  the 
business  side  and  are  able  to  translate 
it  into  technology  are  going  to  be  very 
valuable,”  Kalakota  says. 

“I’d  expect  there  will  be  more  high- 
end  architecture  jobs  created,” 

Kalakota  adds. 

As  a  result,  positions  such  as  project 
manager  are  expected  to  grow  be¬ 
cause  of  the  need  for  companies  to 
integrate  the  offshore  work  into  its 
overall  business  objectives. 

Healthcare  technology  company  St. 
Croix  Systems,  for  example,  which  set 
up  a  subsidiary  in  Hyderabad,  India, 
with  the  help  of  service  provider 
i-Vantage,  offshores  primarily  applica¬ 
tion  development  work  and  plans  to 
beef  up  project  management  re¬ 
sources  in  the  US.  as  the  company 
grows. 

“Right  now  project  managers  are  all 
here,  and  then  the  next  layer  of  man¬ 
agement,  the  team  leaders,  are  in 
India,”  says  Troy  Kenyon,  president  and 
CEO  of  the  Cambridge,  Mass.,compa- 
ny.“My  expectation  is  we’ll  need  more 
of  the  higher-value  jobs  here  in  the 
future.”  ■ 
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7b  Finance  and 
accounting. 


Procurement. 


What’s  the 
big  deal? 

With  more  businesses 
looking  at  moving  IT 
functions  offshore  as  a 
way  to  cut  costs,  IT 
workers  must  focus  on 
updating  their  skills  to 
make  their  jobs  less 
likely  candidates  to  be 
shipped  overseas. 

By  the 
numbers 

A  report  IDC  published 
in  May  listed  the  func¬ 
tions  companies  have 
been  most  likely  to 
move  offshore: 

b  Legacy/custom 
application  develop¬ 
ment 

b  Legacy  application 
maintenance. 

3b  Web  application 

development. 

a  Customer  care, 
services/call  center. 

Management  of 
IT  infrastructure/IT 
outsourcing. 

a  Packaged  applica¬ 
tion  implementation. 
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>  >  FREE  Webcasts 


Network  Knowledge  At  Your  Fingertips 


Automated  Networked  Storage: 
The  foundation  for  information 
Lifecycle  Management 


Learn  how  automated  networked  storage  can 
maximize  the  value  of  your  information  lifecycle 
management  strategy.  Gain  tools  and  techniques 
to  turn  even  the  most  chaotic,  heterogeneous 
storage  environment  into  a  well-integrated, 
centralized  control  center  that  directly  supports 
your  business  policies.  Understand  open  storage 
management  and  its  impact  on  ILM. 


IT  Asset  and  Service 
Management  in  the 
Real  World 
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Today  technology  is  no  longer  viewed  as  a  utility, 
but  as  a  strategic  weapon  for  business  success.  IT 
organizations  understand  the  pivotal  role  IT  asset 
management  and  service  management  practices 
have  on  attaining  business  objectives.  Tune  in  to 
this  webcast  to  learn  more. 


Applications  for  Peak 
Performance 


Companies  rely  on  their  business  applications 
to  help  them  interact  with  customers,  ensure 
employee  productivity,  and  drive  revenue. 
Assuring  that  these  applications  are  performing 
appropriately  for  the  end  user  is  critical.  Learn 
how  your  company  can  implement  a  business 
applications  management  solution,  monitor 
applications,  and  derive  benefits  from  the 
information  gathered. 


Strategies  for  Optimal 
Network-Critical  Physical 
infrastructure  - 


Three  top  industry  experts  discuss  the  exciting 
capabilities  of  new  approaches  to  network- 
critical  physical  infrastructure,  the  foundation 
of  highly  available  networks.  Learn  what  density 
and  capacity  you  should  design  for,  what  to 
expect  from  standardization,  and  how  to 
minimize  upfront  and  operating  costs.  Attain 
the  unattainable:  a  highly  available,  flexible, 
lower  cost  IT  installati 


Covering  vital  topics  like  security, 
applications,  and  wireless,  our 
webcasts  are  highly  focused,  single¬ 
topic  briefings  from  experts  in 
technology— streamed  direct  to 
your  desktop. 


Additional  featured  webcasts  include: 


Print  Management:  A  Business  imperative 

HP 
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When  the  Network  Means  Business:  Delivering  Results 
with  IP  and  Performance  Management 

Lucent 
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Wireless  Under  Wraps:  Securing  New  Forms  of  Remote 
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Poor  communi¬ 
cation,  cultural 
differences  and 
lack  of  exper¬ 
tise  can  derail 
engagements. 

■  BY  ANN  BEDNARZ 


conomics  lured  Hemant  Kurande 
to  look  to  India,  his  birthplace,  for 
more  affordable  engineering  talent. 
Three  years  ago  his  company  hired 
two  service  providers  to  do  some  core 
programming  for  a  line  of  storage  man¬ 
agement  products. 

The  results  were  mixed,  says  Kurande, 
CTO  of  Storability.The  providers  built 
products  that  were  suitable  as  proto¬ 
types  for  R&D,  but  not  production.That 
gap  put  the  burden  on  Storability  em¬ 
ployees  to  shore  up  the  code. 

“We  were  not  getting  the  quality  we 
wanted,”  Kurande  says. “The  offshore 
companies  provided  a  high  degree  of 
innovation,  but  a  lower  degree  of  readi¬ 
ness  to  ship.” 

The  root  of  the  problem  was  a  lack  of 
knowledge  on  the  part  of  the  outsourc¬ 
ing  providers.“The  depth  of  storage  ex¬ 
pertise  we  needed  was  very  difficult  to 
find,”  Kurande  says. 

After  maintaining  the  offshore 
arrangements  for  two  years,  Storability 
concluded  that  some  work  is  best  kept 
in-house.  Kurande  didn’t  give  up  on 
India,  though.  Instead,  Storability  set  up 
its  own  office  in  Pune.  It  employs  25 
people  there  and  is  adding  about  five 
employees  per  month.  Having  control 
over  hiring,  training  and  retention,  as 
well  as  product  development  processes, 
makes  a  big  difference,  Kurande  says. 

Storability  is  not  alone  in  reevaluating 
offshore  outsourcing  plans  that  fell 
short  of  initial  expectations. 

In  recent  months,  a  handful  of  big- 
name  companies  have  decided  to  re¬ 
turn  certain  offshore  work  to  the  U.S. 


Insurer  Conseco  recalled  its  customer 
service  operations  as  it  worked  to 
emerge  from  bankruptcy.  Following 
complaints  about  the  quality  of  service, 
investment  bank  Lehman  Brothers  can¬ 
celed  an  offshore  help  desk  engage¬ 
ment.  Similarly,  Dell  brought  back  a 
technical  support  center  after  corporate 
clients  complained  about  communica¬ 
tion  and  service. 

About  21%  of  IT  executives  surveyed 
recently  by  management  consulting 
firm  DiamondCluster  International  said 
they  had  prematurely  terminated  off¬ 
shore  arrangements  in  the  prior  12 
months.The  most  common  reasons 
cited:  the  provider  had  financial  diffi¬ 
culties;  the  provider  failed  to  deliver 
on  commitments;  or  the  buyer  consoli¬ 
dated  its  outsourcing  vendors. 

Nonetheless,  the  amount  of  work  com¬ 
ing  back  is  a  trickle  compared  with  the 
flood  of  work  leaving  U.S.  shores. 

The  availability  of  lower-cost  technical 
labor  in  countries  such  as  India,  Russia 
and  the  Philippines  is  winning  over  re¬ 
source-strapped  U.S.  businesses.  In  the 
DiamondCluster  survey,  86%  of  respon¬ 
dents  said  they  expect  to  increase  their 
use  of  offshore  outsourcing  over  the 
next  12  months,  up  from  32%  in  2002. 

But  analysts  agree,  satisfaction  isn’t 
guaranteed.  Companies  offshoring  are 
more  than  twice  as  likely  to  be  dissatis¬ 
fied  with  the  relationship  than  those 
using  national  service  providers, 
according  to  AMR  Research  (see 
graphic,  below). 

A  big  part  of  the  disenchantment 
stems  from  inflated  expectations.  In  par¬ 


ticular,  cost  savings  are  frequently  over¬ 
estimated. 

A  common  mistake,  for  example,  is  to 
project  savings  by  simply  calculating  the 
wage  differences  between  customer  ser¬ 
vice  agents  in  the  U.S.  and  India,  says 
David  Butler,  director  of  the  international 
development  doctoral  program  at  the 
University  of  Southern  Mississippi  in 
Hattiesburg.“People  see  a  1 -to- 10  savings 
and  extrapolate  from  there  the  labor 
costs  savings  they  will  achieve  by  mov¬ 
ing  their  call  center  overseas,”  Butler 
says. “The  problem  is,  labor  isn’t  the  only 
cost  associated  with  moving  overseas.” 

Cultural  differences,  for  example, 
mean  more  training  is  required  to  pre¬ 
pare  non-U.S.  workers  to  effectively  han¬ 
dle  calls  from  Americans,  Butler  says. 

“In  India,  customer  service  is  usually 
pretty  good  —  the  reps  are  very  nice  to 
callers.The  problem  is,  they  often  can’t 
resolve  the  call,”  Butler  says.  As  a  result,  a 
higher  percentage  of  calls  are  escalated 
to  supervisors.“So  you  actually  have 
people  in  queue  longer,  you  have  peo¬ 
ple  on  the  phone  longer,  and  at  the  end, 
a  lot  of  times  there’s  not  a  resolution.” 

Application  development  projects  sent 
offshore  can  suffer  from  similarly  mis¬ 
aligned  savings  expectations. 

At  the  raw  resource-to-resource  level, 
offshore  development  offers  a  com¬ 
pelling  cost  advantage,  says  Partha 
Iyengar,  vice  president  and  research 
director  at  Gartner.“If  you  look  at  a  pro¬ 
grammer  with  three  to  four  years  of 
experience,  that  might  cost  $45,000  to 
$55,000  per  year  here,  depending  on 
location,”  Iyengar  says.“That  same 


What  s  the  big  deal? 

Unrealistic  expectations  about  cost 
savings,  loss  of  control  over  intellec¬ 
tual  property  and  management  gaps 
are  among  the  issues  that  can  derail 
an  offshore  outsourcing  project 


By  the  numbers 

How  s  it  going? 

More  companies  using  offshore  out¬ 
sourcing  services  are  dissatisfied 
with  the  relationship  than  those  using 
national  service  providers,  according 
to  AMR  Research. 
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How  satisfied  are  you  with  your  off¬ 
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By  the  numbers 

Offshore  outsourcing  is 
on  the  rise . . . 


86%, 


I  of  respondents  in  a 
survey  from  DiamondCluster 
International  expect  to  increase 
their  use  of  offshore  IT  out¬ 
sourcing  over  the  next  12 
months,  up  from  32%  in  2002. 

...  but  it's  not  all  roses 


21%, 


I  of  IT  executives  in  the 
DiamondCluster  study  said  they 
had  prematurely  terminated  an 
offshore  arrangement  in  the 
prior  12  months.  The  most  com¬ 
mon  reasons  cited  for  canceling 
outsourcing  deals  included: 

’  Provider  had  financial 
difficulties. 

*  Provider  failed  to  deliver  on 
commitments. 

*  Buyer  consolidated  its  out¬ 
sourcing  vendors. 

Seeing  results  takes  time 

20  /o  decline  in  productiv¬ 
ity  is  experienced  by  most  IT 
organizations  during  the  first 
year  of  an  offshore  outsourcing 
agreement,  according  to  Meta 
Group.  A  key  reason  is  the  effort 
required  to  transfer  technical 
and  business  knowledge  to  a 
vendor,  the  firm  says. 


resource  in  India  would  probably  cost 
$15,000  to  $19,000  per  year’ 

But  it’s  more  complicated  than  that, 
Iyengar  says.  Lower  productivity  can  eat 
away  at  labor  savings.  Plus  it’s  more  ex¬ 
pensive  to  manage  an  offshore  develop¬ 
ment  relationship. “Companies  that 
understand  labor  is  not  the  entire  story 
usually  realize  whatever  cost  savings 
they  expect,”  he  says.Those  that  don’t 
wind  up  disappointed. 

Storability  knows  the  importance  of 
setting  reasonable  expectations.  Ku- 
rande  says  the  company  has  built  in  a 
two-year  adjustment  period  before  it 
expects  to  benefit  from  having  an  office 
in  India.  Until  2005,  the  offshore  team 
isn’t  expected  to  save  money  or  realize 
huge  productivity  gains.  In  fact,  it’s  just 
the  opposite. 

In  the  short  term,  Kurande  says  work¬ 
ing  with  offshore  labor  creates  head¬ 
aches.  Offshore  setups  require  all  em¬ 
ployees  to  adjust  their  processes  and 
get  used  to  a  geographically  distributed 
development  process  that  is  unfamiliar 
and  requires  a  re-evaluation  of  roles 
and  responsibilities. “It’s  not  natural. 
Natural  is  having  everybody  on  site  in 
the  same  location.” 

He  goes  so  far  as  to  say  that  unless  a 
company  is  in  it  for  the  long  haul,  off¬ 
shoring  doesn’t  make  sense. “There 
are  no  benefits  to  gain  in  the  short 
term,”  Kurande  says. “It’s  not  even 
worth  doing.” 

Border  concerns 

According  to  IDC,the  top  three  risks 
that  users  associate  with  offshore  out¬ 
sourcing  are  time-zone  issues,  language 
barriers  and  cultural  differences. 

In  particular,  cultural  differences 
have  to  be  closely  managed  in  an  off¬ 
shore  relationship. “You  can  get  into 
cultural  nuances  where  the  U.S.  man¬ 
ager  doesn’t  understand  how  to  man¬ 
age  the  offshore  team,  and  the  off¬ 
shore  team  isn’t  always  comfortable 
taking  instructions  from  an  American 
manager,”  Iyengar  says. 

Some  distinctions  are  simple  but 
potentially  critical.  For  example,  in 
India  a  “yes”  doesn’t  always  mean  what 
a  “yes”  means  in  America.“In  the  U.S.  it’s 
pretty  unambiguous  what  it  means 
when  you  say  ‘yes’”  Iyengar  says.“In 
India  it  means, ‘I’ll  think  about  it,  and 
I’ll  get  back  to  you.’  ” 

The  importance  of  local  expertise 
keeps  Mobil  Travel  Guide’s  call  center 
close  to  home. The  Park  Ridge,  Ill.,  com¬ 
pany,  which  is  known  for  its  North 
American  travel  guides,  generates  a  por¬ 
tion  of  its  revenue  by  selling  hotel  reser¬ 
vations  —  transactions  that  require  call 
center  agents  to  have  a  good  under¬ 
standing  of  U.S.  and  Canadian  locations. 

“We  want  individuals  who  are  able  to 
sell  hotel  rooms,” says  Paul  Mercurio, 
senior  vice  president  and  CIO  of  the 
company. “That  means  they  need  to 
understand  geography. They  need  to 


know  that  Des  Moines  is  in  Iowa.They 
need  to  be  able  to  explain  proximity  to 
the  Hoover  Dam.There  needs  to  be 
contextual  knowledge  of  the  United 
States  and  Canada.” 

Mobil  Travel  Guide  selected  Virtual- 
Agent  Services,  a  Chicago  service  pro¬ 
vider  with  call  centers  in  New  Bruns¬ 
wick,  Canada,  to  handle  reservations. 

The  decision  wasn’t  about  price,  but 
rather  about  expertise  — Virtual  Agent 
Services  specializes  in  hotel  sales, 
Mercurio  says. 

Foote  Partners,  a  research  and  advis¬ 
ory  firm  in  New  Canaan,  Conn.,  has 
studied  90  offshore  outsourcing  imple¬ 
mentations  over  the  past  three  years 
and  has  found  companies  that  don’t 
achieve  the  desired  outcome  are 
tripped  up  by  communications  prob¬ 
lems,  not  technical  shortcomings. 

Organizational,  behavioral  and  cul¬ 
tural  aspects  are  more  to  blame  than 
the  details  of  contracts  and  technology 
selection,  says  David  Foote,  president 
and  chief  research  officer. 

Companies  aren’t  paying  enough  at¬ 
tention  to  how  they  manage  the  people 
involved  in  offshoring  projects  and  how 
they  make  the  transition  to  a  distributed 
workforce,  Foote  says.  Communication 
problems  that  aren’t  addressed  early  in 
the  process  continue  to  fester  and  im¬ 
pact  project  delivery 

Changing  workloads 

As  in  Storability’s  case,  some  compa¬ 
nies  shy  away  from  offshoring  because 
of  quality  concerns.  CareGroup  Health 
System  relies  on  key  vendors  for  infra¬ 
structure  design  but  isn’t  about  to  give 
up  control  of  its  application  design. 

“I’ve  hired  Cisco  to  design  my  wide- 
area  network.  I’ve  hired  EMC  to  design 
my  storage  architecture  and  informa¬ 
tion  life-cycle  management  processes. 
I’ve  hired  Microsoft  to  ‘harden’  my 
Windows  security  infrastructure,”  says 
John  Halamka,CIO  of  the  network  of 
five  Boston-area  hospitals.“My  experi¬ 
ence  with  offshore  outsourcing  is  that 
you  can  pay  very  little  for  a  large  quan¬ 
tity  of  unusable  code." 

Analysts  agree  outsourcing  software 
development  has  its  risks.The  big  ones, 
according  to  Aberdeen  Group,  are  un¬ 
tested  technology  vulnerabilities;  addi¬ 
tional  costs  for  fixes  and  patches;  in¬ 
creased  risk  because  of  unauthorized 
access  to  business  data;  and  opera¬ 
tional  instabilities. 

Over  the  years,  however,  the  quality  of 
offshore  work  has  gotten  better,  particu¬ 
larly  in  certain  focus  areas,  but  gaps 
remain. 

Services  that  are  traditionally  sent  off¬ 
shore  include  application  maintenance 
work,  custom  application  development, 
data  entry,  customer  service  and  techni¬ 
cal  support.  Two  years  ago,  there  was  a 
general  lack  of  experience  in  customiz¬ 
ing  packaged  applications  such  as 
those  from  SAP  and  Oracle,  says  Lance 


Travis,  vice  president  of  research  at  AMR 
Research.  But  he  contends  that  many 
providers  now  have  gained  experience. 

“U.S.  companies  are  generally  satisfied 
with  the  quality  of  software  develop¬ 
ment  available  offshore,”  especially  in 
India,  where  excellent  process  technol¬ 
ogy  is  common, Travis  says. 

But  offshore  projects  are  getting  in¬ 
creasingly  strategic,  which  changes  the 
stakes.  Over  the  past  18  months,  offshore 
providers  have  landed  broad  applica¬ 
tion  development  projects  for  U.S. 
clients  that  encompass  everything  from 
requirements  definition  and  design  to 
development  and  testing,  Iyengar  says. 

This  can  inflame  cultural  issues. 
“While  Indians  are  great  at  technical 
capabilities,  a  lot  of  the  IT  resource 
pool  in  India  is  not  very  good  in  terms 
of  people  skills,”  Iyengar  says.  So  to  sug¬ 
gest  an  Indian  outsourcer  handle  re¬ 
quirements  definition  —  which  re¬ 
quires  heavy  interaction  with  end  users 
—  may  be  counterproductive,  Iyengar 
says.“In  the  end,  the  client  may  have  to 
dedicate  quite  a  few  of  its  own  re¬ 
sources  to  help  the  Indian  outsourcer 
through  the  process.  Which  becomes 
much  less  efficient.” 

As  a  rule,  anything  that  a  client  can 
cleanly  specify  and  deliver  as  a  firm  re¬ 
quirements  document  to  the  offshore 
team  is  most  effective.  Clear,  complete 
specifications  are  a  must-have,Travis 
says.  But  that’s  not  always  common 
practice  in  U.S.  companies. 

In  a  local  setting,  IT  departments  are 
often  looser  about  the  early  stages  of 
an  application-development  project, 
such  as  the  requirements-gathering 
process,  Travis  says.  In  offshore  arrange¬ 
ments, “there  needs  to  be  a  more 
robust  process  for  gathering  require¬ 
ments,  and  you  have  to  write  much  bet¬ 
ter  functional  specs  because  you’re 
handing  those  off  to  someone  else.” 
Without  that  discipline,  a  project  can 
take  three  times  as  long  to  complete 
offshore  as  onshore. , 

The  migration  to  reusable  software 
components  and  service-oriented 
architectures  (SOA)  promises  to 
muddy  the  issue  even  further. “When 
you  move  into  SOA,  the  focus  is  not  so 
much  on  the  pure  programming  but 
on  architecting  the  requirements  of  the 
business  as  a  whole  bunch  of  services,” 
Iyengar  says.“What  becomes  more 
important  is  your  understanding  of  the 
business  and  how  the  processes  within 
the  business  interact.” 

The  challenge  for  offshore  providers  is 
to  accrue  more  business-focused  exper¬ 
tise,  such  as  people  who  are  comfort¬ 
able  with  how  processes  work  in  indus¬ 
tries  such  as  insurance,  healthcare, 
banking  and  finance. 

At  the  same  time,  U.S.  IT  executives 
need  to  consider  if  their  own  business 
savvy  is  up  to  par. 

IT  technologists  don’t  always  have 
the  expertise  they  need  to  manage  a 


strategic,  business-centric  relationship 
with  offshore  IT  teams,  Travis  says.  It 
takes  training  and  skills  development 
to  turn  technology-focused  IT  workers 
into  business-focused  IT  workers. 

Almost  everybody  can  save  15%  to 
20%  by  sending  certain  IT  work  over¬ 
seas,  he  says. Those  that  really  under¬ 
stand  how  to  make  it  work  find  they 
save  50%  or  55%. “There’s  a  huge  ben¬ 
efit  to  making  outsourcing  a  core 
competency 

Protecting  corporate  smarts 

Gaps  in  business  savvy  raise  not  only 
technical  issues  but  also  legal  concerns. 

Regulations  such  as  the  USA  Patriot 
Act  and  Sarbanes-Oxley  Act  affect  a 
range  of  companies  and  govern  how 
those  companies  structure  their  busi¬ 
ness  processes.  Industry-specific  regula¬ 
tions  such  as  the  Health  Insurance  Port¬ 
ability  and  Accountability  Act  (HIPAA) 
also  require  data  and  processes  to  be 
handled  a  certain  way. 

Companies  have  to  decide  the  level 
of  risk  they  are  comfortable  with  and 
make  the  decisions  accordingly  And 
that  is  often  enough  to  convince  com¬ 
panies  to  keep  businesses  onshore. 

“The  domain  of  medicine  requires 
such  expertise  and  such  a  degree  of 
user  feedback  that  using  offshore 
developers  is  not  practical,”  Care- 
Group’s  Halamka  says.Turther,  HIPAA 
regulations  put  severe  restrictions  on 
the  privacy  and  security  of  data,  so  we 
do  not  want  to  outsource  call  center 
activities  that  require  patient-identified 
data  to  be  kept  offshore." 

Ensuring  the  security  of  corporate 
information  is  an  issue  that  isn’t  going 
away,  particularly  as  companies  consider 
sending  more  strategic  work  offshore. 
As  that  happens,  the  risk  of  intellectual 
property  leakage  rises. 

“One  of  the  dangers  is  that  all  of  this 
work  is  being  done  in  a  remote  loca¬ 
tion  with  very  little  interaction  be¬ 
tween  that  team  and  the  on-site  ex¬ 
perts,”  Iyengar  says.“Over  time,  on  a  1-, 

2-  or  3-year  project,  the  learning  and 
the  knowledge  around  those  applica¬ 
tions  is  really  in  the  offshore  vendor’s 
heads,  not  in  your  own  team’s  heads.” 

The  retransfer  of  business  knowledge 
and  intellectual  property  is  critical. 
Iyengar  recommends  scheduling  time  in 
a  project  cycle  for  weekly  or  quarterly 
“reverse  knowledge  transfer.”  He  also 
recommends  adding  provisions  for  get¬ 
ting  copies  of  an  outsourcer’s  mainte¬ 
nance  logs. 

“The  combination  of  these  two  things 
—  which  we  see  very  few  clients  doing 
today  —  is  something  we  strongly  rec¬ 
ommend,”  Iyengar  says.“Be  aware  that 
you  could  be  losing  your  knowledge 
and  IP  over  time.” 

In  the  end,  many  people  believe  the 
shift  to  offshore  IT  is  inevitable.The  in¬ 
stances  of  big  corporations  bringing 
work  back  after  a  bad  overseas  experi¬ 


ence  is  an  anomaly  and  over-hyped, 
Iyengar  says. The  jobs  Dell  returned  to 
the  U.S.  represent  only  a  small  percent¬ 
age  of  its  offshore  service  operations. 
The  same  goes  for  Lehman  Brothers, 
he  says. 


The  net  impact  on  most  IT  organiza¬ 
tions  has  so  far  been  minimal.  But 
within  the  next  five  years,  800,000  of 
the  10  million  IT  jobs  in  the  U.S.  will 
move  offshore,  AMR's  Travis  predicts. 

“The  whole  migration  is  inevitable  for 


sure,”Storabi!ity’s  Kurande  says. His 
company’s  new  arrangement  isn’t 
effortless,  but  it  looks  like  it’s  going  to 
work. “We  can  address  gaps  in  an  eflec 
tive  fashion” Kurande  says.  ‘We  figured 
out  a  balance.”  ■ 
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Legislatures  juggle  offshore 
outsourcing  regulations. 
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What  s  the  big  deal? 

You  could  wallpaper  the  Capitol  building  and 
50  statehouses  with  all  the  legislation  circu¬ 
lating  that  purports  to  do  this,  that  -  or 
nothing  -  about  offshore  outsourcing  that 
involves  your  tax  dollars.  Legal  barriers  to 
offshoring  of  this  type  are  necessary  to  halt 
the  flow  of  good  jobs  overseas,  proponents 
insist,  while  critics  -  including  nuyor  trade 
organizations  -  warn  they  will  sacrifice  U.S. 
competitiveness  on  the  altar  of  job 
protection. 
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roubled  by  the  movement  of  high- 
tech  jobs  overseas,  state  and  federal 
legislatures  are  trying  to  discourage 
offshore  outsourcing  in  the  sector 
of  the  economy  they  control:  govern¬ 
ment  procurement. 

In  May, Tennessee  became  the  first 
state  to  pass  legislation  aimed  at  pre¬ 
venting  the  offshore  outsourcing  of  its 
IT  services.  Tennessee’s  law  says  con¬ 
tractors  that  keep  data  entry,  call  center 
and  other  IT  support  jobs  in  the  U.S. 
will  receive  significant  preferential 
treatment  during  the  bidding  process 
on  new  contracts. 

“The  Tennessee  law  is  precedent-set¬ 
ting  because  it’s  the  first  regarding  the 
whole  issue  of  IT  outsourcing,” says 
Justin  Marks,  a  policy  analyst  with  the 
National  Conference  of  State  Legisla- 
tures.“Tennessee  didn’t  ban  [offshoring] , 
but  it  inserted  preferences  into  its  pro¬ 
curement  code  for  contractors 
who  employ  U.S.  workers.” 

The  governors  of  three  other 
states  —  Arizona,  Minnesota 
and  Michigan  —  have  signed 
executive  orders  in  recent 
months  that  give  preferences 
to  any  contractors  that  use  U.S. 
or  in-state  workers.  Of  these 
directives,  Arizona’s  is  the  most 
stringent  because  it  prohibits 
state  work  from  being  per¬ 
formed  overseas. 

From  Alabama  to  West 
Virginia,  many  other  states  are 
considering  similar  measures. 
State  lawmakers  have  intro¬ 
duced  35  bills  that  explicitly 
ban  offshore  outsourcing  on 
government  contracts,  up  from 
eight  such  bills  last  year,  Marks 

says. 

Government  spending  accounts  for 
about  30%  of  the  nation’s  economy. 

The  issue  of  offshore  outsourcing 
“blew  up  this  year”  Marks  says.“When- 
ever  an  issue  comes  up  as  fast  as  this 
came  up,  legislatures  are  going  to  in¬ 
troduce  [bills]  that  are  designed  to  fix 
the  problem.lt  doesn’t  mean  that 
these  particular  bills  are  going  to 
[pass]  but  they  will  work  their  way 
through  the  system." 


Congress  is  considering  making 
changes  to  federal  procurement  laws 
to  prohibit  or  at  least  limit  offshore  out¬ 
sourcing.  The  Senate  in  March  passed 
an  amendment  sponsored  by  Sen. 
Christopher  Dodd  (D-Conn.)  that  pro¬ 
hibits  offshore  outsourcing  of  federal, 
state  and  local  government  contracts 
where  federal  dollars  are  involved. 
However,  the  Dodd  amendment  in¬ 
cludes  a  provision  that  the  Secretary  of 
Commerce  must  certify  that  these  anti¬ 
offshoring  measures  will  not  harm  the 
U.S.  economy  The  House  of  Represen¬ 
tatives  has  yet  to  consider  the  Dodd 
amendment,  and  Capitol  Hill  watchers 
say  its  future  is  unclear. 

“Workers  in  Connecticut  and  across 
the  nation  are  first-rate.  It  simply  does¬ 
n’t  make  sense  to  export  their  jobs  and 
futures  half-way  around  the  world  to 
save  a  few  pennies,”  Dodd  said  when 
he  introduced  his  amendment  in 
February  “This  administration  needs  to 
get  its  priorities  straight,  and  use  tax¬ 
payer  dollars  to  invest  in  America  — 
American  workers  and  small-business 
owners.  This  legislation  is  a  step  toward 
stopping  the  needless  export  of 
American  workplaces.” 

Sparking  opposition 

Such  measures  have  sparked  plenty 
of  opposition. 

“When  there’s  an  issue  that  has  as 
broad  complexity  as  this  —  and  we’re 
dealing  with  very  seminal  trade  issues 
here  —  it  tends  to  be  an  issue  that 
Congress  cannot  deal  with  quicklyT 
says  Stan  Soloway  president  of  the  Pro¬ 
fessional  Services  Council  (PSC),a 
trade  group  that  represents  govern¬ 
ment  contractors.“So  Congress  tends  to 
go  to  the  place  where  they  have  im¬ 
pact:  government  procurement.” 

Several  industry  trade  groups,  includ¬ 
ing  the  PSC  and  the  Information  Tech¬ 
nology  Association  of  America  (1TAA), 
have  united  to  lobby  against  changes 
to  the  federal, state  and  local  procure¬ 
ment  laws  that  would  discourage  off¬ 
shore  outsourcing. 

“Offshoring  is  our  most  time-consum¬ 
ing  issue  by  far”  says  Harris  Miller,  presi¬ 
dent  of  the  ITAA.“We’re  actively  fight¬ 


ing  all  of  these  bills.” 

The  federal  government  —  particularly 
the  Department  of  Defense  —  has  been 
purchasing  more  commercial  off-the- 
shelf  hardware  and  software  rather  than 
special-purpose  gear  to  save  money 
Government  suppliers  don’t  want  to  see 
this  trend  reversed  by  the  passage  of 
bills  that  ban  offshoring. 

“If  we  have  to  do  things  uniquely  for 
government. . . .  that  will  take  us  a  big 
step  backwards  and  drive  costs 
through  the  roof,”  Soloway  says. 

Policy  wonks  say  they  were  surprised 
at  how  quickly  offshore  outsourcing 
caught  the  attention  of  lawmakers. The 
issue  gained  momentum  earlier  this 
year  because  of  the  slow  pace  at 
which  new  jobs  were  being  created 
after  the  recent  recession. 

As  unemployment  soared,  more  com¬ 
panies,  including  computer  manufactur¬ 
ers,  telecom  carriers  and  software  devel¬ 
opers,  replaced  whitecollar  U.S.  workers 
with  their  less-expensive  counterparts  in 
India,  Russia  and  other  countries. 
Although  manufacturing  jobs  have 
migrated  overseas  for  decades,  the  loss 
of  professional  and  technical  positions 
caught  politicians  by  surprise. 

Idealogical  split  , 

The  issue  of  offshore  outsourcing 
splits  lawmakers  into  ideological 
camps  —  those  who  favor  job  protec¬ 
tion  measures  and  those  who  favor  free 
trade  —  rather  than  along  party  lines. 

“Offshoring  doesn’t  fit  into  neat  cate 
gories,”  Soloway  says.“We  see  things 
come  out  of  moderate  Democrats  such 
as  the  Progressive  Policy  Institute  that 
are  not  radical  at  all.  And  on  the 
Republican  side,  we  see  some  mem¬ 
bers  getting  pressure  from  their  con¬ 
stituents  —  mostly  members  of  the 
Rust  Belt  states  —  to  do  something.” 

“All  politics  is  local,  and  we  have  pro¬ 
tectionists  on  both  sides  of  the  aisle,” 
Miller  adds. 

State  legislatures  are  conflicted  by 
offshoring  because  tax  revenues  are 
down  and  they  are  under  pressure  to 
cut  costs.  States  can  often  save  money 
if  they  hire  contractors  who  send  IT 
support  work  overseas  because  they 
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charge  lower  rates  than  those  who  hire 
only  U.S.  workers.  Many  states  have 
laws  that  require  them  to  choose  the 
lowest-price  bidder  on  all  of  their  con¬ 
tracts,  not  just  for  IT  services. 

At  the  same  time,  lawmakers  are 
under  pressure  from  unions  and  unem¬ 
ployed  constituents  to  keep  high-pay¬ 
ing,  white-collar  jobs  in  their  states. 
When  states  have  awarded  contracts 
and  discovered  that  the  IT  support 
work  such  as  call  center  operations 
and  data  processing  are  done  over¬ 
seas,  they’ve  received  sharp  criticism. 

“I  see  this  as  a  ‘buy  American’  issue,” 
says  Ray  Bjorklund, senior  vice  presi¬ 
dent  with  Federal  Sources,  an  IT  con- 
sultancy.“The  economy  has  contracted 
in  the  U.S.,and  we  have  concern  about 
joblessness. We  have  technical  people 
running  around  that  [are  unem¬ 
ployed]  .This  [issue]  is  driven  by  the 
economic  retrenchment.” 

Neither  the  federal  government  nor 
the  states  has  definitive  statistics  on  off¬ 
shore  outsourcing,  but  experts  agree 
that  very  little  government  IT  work  cur¬ 
rently  is  performed  overseas.  It’s  rare 
for  a  state  or  federal  agency  to  award 
an  IT  contract  directly  to  a  foreign 
company. The  work  that  has  gone  over¬ 
seas  is  mostly  through  subcontractors, 
and  it’s  primarily  telephone  support 
and  back-office  information  processing 
rather  than  strategic  IT  tasks  such  as 
network  design  or  management. 

“If  I  have  a  contract  to  do  IT  work  for 
a  government  agency  the  direct  work  is 
almost  all  U.S.-based  because  of  securi¬ 
ty  issues  and  customer  requirements,” 
Soloway  says.“We  have  160  member 
companies  in  the  PSC.and  I’m  un¬ 
aware  of  any  cases  where  [offshoring] 
is  happening  on  a  direct  level.” 

Since  the  Sept.  1 1 , 200 1 ,  attacks,  feder¬ 
al  agencies  have  tightened  information 
security  requirements  and  increased 
the  number  of  IT  support  jobs  that  re¬ 
quire  security  clearances,  which  must 
be  done  in  the  U.S. 

“Even  before  9/1 1,  the  Department  of 
Justice  put  out  a  policy  that  said  from 
henceforth  there  would  not  be  any  soft¬ 
ware  written  offshore,”  Bjorklund  says. 
“Since  9/1 1  there’s  been  increasing 
apprehension  about  any  kind  of  work 
that  might  be  done  offshore.  For  mission- 
critical  or  classified  work,  it’s  highly 
unlikely  there’s  any  done  offshore.” 

However,  the  commercial  hardware 
and  software  components  used  on  gov¬ 
ernment  IT  contracts  might  have  some 
aspects  that  are  handled  overseas. 
Software  vendors  such  as  Oracle  and 
Indus  conduct  software  development 
overseas.  Computer  manufacturers 
such  as  Dell  use  offshore  call  centers. 

ITAA  estimates  that  2.3%  of  all  IT 
work  by  U.S.  high-tech  companies  is 
done  offshore.  But  for  government  pro¬ 
curement, “I  would  guess  it’s  less  than 
one-half  of  1%,"  Miller  says.“We’re  talk¬ 
ing  about  minuscule  amounts  of  work 


going  offshore.” 

Soloway  says  it  will  be  difficult  for 
prime  contractors  to  deal  with  federal 
or  state  laws  that  ban  or  severely  re¬ 
strict  offshore  outsourcing  on  govern¬ 
ment  contracts  because  so  much  man¬ 
ufacturing  and  support  of  commercial 
products  is  done  overseas. 

“Where  you  see  the  impact  [of  these 
bills]  is  on  the  indirect  side,”  Soloway 
says.“If  I’m  the  prime  contractor,  I  don’t 
know  where  all  the  software  is  being 
written  or  where  the  support  is  for  the 
software.  And  what  about  the  compo¬ 
nents?  It  becomes  un-executable  for 
the  potential  bidder.” 

To  better  understand  their  dependen¬ 
cy  on  offshoring,  several  states  have 
asked  their  chief  procurement  officials 
to  generate  a  list  of  contracts  and  sub¬ 
contracts  for  which  work  is  done  over¬ 
seas.  Meanwhile,  the  Congressional  Re¬ 
search  Service  is  conducting  a  study  to 
determine  how  much  of  the  federal 
government’s  IT  work  involves  offshore 
outsourcing. 

The  most  visible  example  of  govern¬ 
ment  offshoring  has  been  the  call  cen¬ 
ter  operations  that  support  state  food 
stamp  and  welfare  programs.  Several 
states  contract  with  eFunds,  a  Scotts¬ 
dale,  Ariz.,  firm  that  subcontracts  call 
center  operations  to  firms  in  India. 

Offshore  recalls 

New  Jersey  came  under  fire  for  off¬ 
shoring  12  call  center  positions  that 
handled  queries  about  its  food  stamp 
program.  New  Jersey  ended  up  bring¬ 
ing  the  call  center  jobs  back  to  the 
state,  which  cost  the  state  an  additional 
$900,000.  Similarly,  Indiana  canceled  a 
contract  with  an  overseas  supplier  last 
year  that  would  have  saved  the  state 
$8.1  million,  Marks  says. 

Proponents  of  offshoring  cite  these 
examples  as  why  government  agencies 
will  pay  more  for  IT  hardware,  software 
and  services  if  they  restrict  offshore 
outsourcing. 

“If  there  are  statutory  obligations  to 
keep  the  work  in  the  U.S.,  that’s  going 
to  increase  the  dollar  value  of  the 
contract,”  Bjorklund  says.“The  cost  of 
the  procurement  is  going  to  go  up, 
and  that  may  not  be  good  overall  for 
the  taxpayers.” 

Business  interests  have  joined  forces 
to  fight  legislation  that  would  restrict 
offshore  outsourcing.  A  dozen  major 
trade  groups  —  including  the  U.S. 
Chamber  of  Commerce,  the  Business 
Roundtable,  ITAA  and  PSC  —  formed 
the  Economic  Growth  and  American 
Jobs  Coalition  to  lobby  against  all  of 
these  bills. 

These  groups  oppose  offshoring  legis¬ 
lation  for  several  reasons.They  argue 
that  it’s  inappropriate  to  compare  the 
decades-long  exodus  of  manufacturing 
jobs  with  the  latest  shift  of  IT  support 
jobs  overseas  because  the  U.S.  IT  indus¬ 
try  has  an  overall  trade  surplus  while 


States  target 
offshoring 

New  laws  discourage  practice  of 
offshoring  on  government  IT  contracts. 


Arizona 


If  there  are  statutory 
obligations  to  keep  tne 
•k  in  the  U.S.,  that’s 
going  to  increase  the  dollar 
value  of  the  contract.  The 
cost  of  the  procurement  is 
going  to  go  up  and  that 
may  not  be  good  overall  for 
the  taxpayers.” 


many  manufacturing  industries  have 
trade  deficits.They  disagree  with  law¬ 
makers  determining  trade  policy 
through  legislation  rather  than  through 
negotiated  trade  agreements. They  worry' 
about  having  a  patchwork  of  offshoring 
laws  being  passed  by  various  states. 

“If  the  Dodd  amendment  passed  as 
is,  it  would  invite  retaliation  from  other 
countries  around  the  world,”  ITAAs 
Miller  says. 

“One  of  the  major  objectives  of  ITAA 
is  to  continue  to  open  up  government 
markets  around  the  world  and  improve 
the  ability  of  U.S.  companies  to  com¬ 
pete  in  these  markets. ...  If  something 
like  the  Dodd  amendment  were  signed 
into  law,  it  would  make  it  much  more 
difficult  for  U.S.  companies  to  com¬ 
pete,”  Miller  adds. 

“If  this  is  a  trade  issue,  we  should  deal 
with  it  as  a  trade  issue,”  PSC  s  Soloway 
says.“We  need  to  recognize  that  there 
are  all  kinds  of  trade  agreements  in 
place  and  these  bills  would  put  gov¬ 
ernment  agencies  in  violation  of  these 
agreements.” 

Most  of  the  legislative  activity  related 
to  offshore  outsourcing  is  focused  on 
government  procurement.  But  increas¬ 
ingly  lawmakers  are  focusing  on  privacy 
and  security  concerns  associated  with 
information  about  U.S.  citizens  being 
processed  overseas.  Some  state  legisla¬ 
tures  are  considering  bills  that  would 
prohibit  financial  or  medical  data  from 
being  sent  overseas  without  the  con¬ 
sumer’s  permission. 

“Interest  in  the  security  and  privacy 
issues  around  offshoring  is  growing, 
but  it’s  hard  to  predict  whether  any  of 
these  bills  is  going  to  pass  or  not,” 
Soloway  says. 

Legislatures  also  are  considering  bills 
that  require  companies  to  give  as  much 
as  60  days’  notice  to  employees  and 
state  labor  departments  when  they  are 
going  to  lay  off  employees  and  move 
jobs  overseas.  Some  states  are  debating 
notification-oriented  bills 
that  would  require  call 
center  operators  to  dis¬ 
close  their  location  to 
consumers. 

With  so  many  proposals 
on  the  table, the  issue  of 
offshore  outsourcing 
promises  to  stay  in  the 
forefront  during  this  elec¬ 
tion  year.  Already,  Demo¬ 
cratic  presidential  candi¬ 
date  John  Kerry  has  come 
under  fire  for  some  of  his 
remarks  criticizing  off¬ 
shore  outsourcing,  while 
the  Bush  administration  is 
backing  industry  groups. 

“This  issue  is  going  to 
remain  very,  very  promi¬ 
nent,”  Miller  says.“lf  the 
employment  situation  continues  to 
improve,  it  may  diminish  somewhat. 

But  it  will  still  remain  hot  ”B 


Gov.  Jennifer  Granholm  (D)  in  March 
signed  an  executive  order  that  awards 
preferences  to  Michigan-based  job 
providers  during  the  state's 
procurement  process. 


Gov.  Janet  Napolitano  (D)  issued  a 
directive  in  April  that  prohibits  state 
work  from  being  outsourced  overseas. 


Michigan 


Minnesota 


Tennessee 


Gov.  Phil  Bredesen  (D)  in  May  signed 
into  law  a  provision  that  directs  state 
agencies  to  give  preferences  to 
contractors  that  keep  IT  support  jobs 
in  the  U.S.  on  new  bids. 


Gov.  Tim  Pawlenty  (R)  issued  an 
executive  order  in  March  that  directs 


state  agencies  to  recognize  the  value 
of  work  performed  in  the  U.S.  when 
selecting  the  “best  value"  bid. 
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India  gets  a  lot  of  attention  but  w  I 
Estonia,  Russia,  China  and  other 
countries  want  your  business,  too.  •§ 


BY  MARC  FERRANTI 
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pgrading  an  Internet  connection 
in  St.  Petersburg,  Russia,  can  be 
complicated,  as  FutureTrade 
Technologies  can  attest. 

“From  beginning  to  end  it  took 
about  a  year,  and  at  each  step  in  the 
process  an  intermediary  saw  an 
opportunity  to  tax  us,”  says  Tom 
Dilatush,CTO  at  the  Lake  Forest,  Calif., 
trading  systems  company 
FutureTrade’s  experience  reflects 
issues  that  face  any  company  looking 
offshore  and  outside  established 
Indian  centers  for  IT  services:  the  in¬ 
consistent  level  of  urban  and  commu¬ 
nications  infrastructure  and  talent  nec¬ 
essary  to  support  offshore  IT  services. 

FutureTrade  employs  about  50  devel¬ 
opers  in  Talinn,  Estonia,  and  St.  Peters¬ 
burg.  Upgrading  the  St.  Petersburg  In¬ 
ternet  link  from  256K  to  512K  bit/sec 
involved  convincing  the  landlord  of 


FutureTrade’s  office  building  to  change 
their  contract  to  let  the  company  deal 
directly  with  its  ISP  The  initial  connec¬ 
tion,  about  four  years  ago,  involved  lay¬ 
ing  copper  in  the  street. 

“In  Estonia,  on  the  other  hand,  we 
snapped  our  fingers  and  got  an  E-l 
connection;  it  took  us  about  a  week 
and  a  half,”Dilatush  says,  adding  that 
in  Talinn  fiber  is  already  laid  out  to 
buildings. 

Seeing  India’s  success,  countries  from 
Asia  to  Eastern  Europe,  Africa  and 
Latin  America,  as  well  as  Ireland,  are 
promoting  themselves  as  alternatives, 
and  there  are  various  reasons  to  con¬ 
sider  far-flung  locations,  which  don’t  all 
involve  cost. 

“Companies  want  to  spread  their 
geopolitical  risk,”  notes  John  McCarthy 
a  vice  president  at  Forrester  Research. 

Businesses  also  look  for  providers 


Offshore  destinations 

India  and  Ireland  represent  the  largest  portions  of  offshore  workers  but  others  such  as  China, 
Israel  and  countries  in  eastern  Europe  are  growing. 

Offshored  service  market  (2003)  in  $  billions 
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Preferred  countries  for  offshore  outsourcing 


India  | 
Canada | 
China  | 
Ireland  | 
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Q.  Which  countries  are 
you  leveraging/would  you 
leverage  offshore  for  IT 
services? 

Number  of  respondents=30 
‘Multiple  answers  were  allowed 
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closer  to  the  U.S., specialized  expertise 
and  special  language  requirements. 

For  FutureTrade,  the  Internet  con¬ 
nection  hassle  was  a  glitch  out¬ 
weighed  by  talent.The  level  of  educa¬ 
tion  is  superb,  even  relative  to  the  U.S. 
The  University  of  St.  Petersburg  offers 
a  computer  science  degree,  and  there 
are  thousands  of  people  without 
jobs,"  making  it  easier  to  retain  talent 
than  in  India,  Dilatush  says. 

Technology  education  is  known  to 
be  high  throughout  major  cities  in 
Eastern  Europe. 

Minsk,  Belarus,  for  example,  is  a  city 
of  about  2  million  with  more  than  20 
schools  at  the  college  or  university 
level, says  Arkadiy  Dobkin,  co-founder 
and  CEO  of  Epam  Systems,  a  services 
provider  in  Lawrenceville,  N.J.,with 
about  600  programmers  deployed  in 
Moscow,  Budapest  and  Belarus. 

First  Index  in  Whippany  N.J.,  which 
uses  Web-based  RFQ  automation  to 
match  buyers  and  suppliers  of  manu¬ 
facturing  components, saved  applica¬ 
tion  development  funds  by  replacing 
its  own  development  team  with  Epam. 

“We  went  from  spending  $55,000  to 
$30,000  a  month,” says  First  Index  CEO 
Russ  White,  who  also  considered 
Indian  providers. 

Minsk  is  also  closer  to  New  Jersey 
than  Bangalore,  notes  Bill  Burke,  com¬ 
pany  president.“I  was  surprised  at  how 
vibrant  it  is.  Urban  infrastructure  is 
good  —  there’s  a  nice  underground, 
and  1  was  impressed  by  the  Epam 
facilities;  they  have  the  top  six  floors  of 
a  12-story  building, all  re-done.” 

While  Minsk  and  other  former  Soviet- 
bloc  cities  rate  high  in  terms  of  avail¬ 
able  talent  pool,  and  generally'  solid 
infrastructure,  companies  with  massive 
IT  requirements  need  to  be  especially 
careful  when  looking  elsewhere. 

“You  can  find  pockets  of  talent  and 
high-end  infrastructure  in  different 
places,  in  Costa  Rica,  in  Ecuador,  fo: 
example,  but  the  issue  is  scale  —  you 
can’t  scale  up  very  high  in  Costa 
Rica,” says  Marc  Hebert,  a  vice  presi¬ 
dent  at  Sierra  Atlantic,  a  Fremont 
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Whafs  the 
big  steal? 

Businesses  might  lock  out¬ 
side  of  established  Indian 
outsource  providers  for  a 
variety  of  reasons:  cost,  risk 
mitigation,  specialized  tech 
and  language  skills  and 
proximity  to  U.S.  But  the 
infrastructure  to  support  IT 
services  varies  from  region 
to  region. 

By  the 
numbers 

Relative  capacity  of  India  to 
BPO  challenger  Philippines: 

India: 

100,000ca. 

center  seats  (2004  capacity) 

50% 

forecast  annual  growth 
Philippines: 

20,000  call  center 
seats  (2004  capacity) 

100% 

forecast  annual  growth 

SOURCE:  DATA  MONITOR 


Calif.,  outsourcing  firm  that  specializes 
in  ERP  and  employs  Indian  develop- 
ers.Tor  larger-scale  projects  you  have 
to  go  to  India,  Russia  and  China." 

Even  Indian  IT  services  leaders  are 
looking  to  get  a  foothold  in  China. 

“In  terms  of  infrastructure,  China 
scores  higher  than  India,”  says  Kris 
Gopalakrishnan,  COO  of  Bangalore 
software  services  and  business  pro¬ 
cess  outsourcing  (BPO)  company 
Infosys  Technologies,  which  has  set  up 
a  subsidiary  in  Pudong,  China. “They 
have  more  telecom  density  as  well  as 
a  higher  PC  penetration.” 

The  infrastructure  for  BPO  services 
is  very  much  in  place  in  China, 
according  to  Gopalakrishnan.“The 
challenge  is  to  increase  the  base  of 
English-speaking  population  in  the 
country”  he  adds. 

Other  potential  business  problems 
include  lack  of  intellectual  property 
safeguards  and  cultural  differences. 

“Because  of  difference  in  manage¬ 
ment  style  you  tend  to  see  some  sort  of 
cultural  tie  or  personal  tie  between 
China  and  companies  that  do  business 
in  China,”  Sierra  Atlantic’s  Hebert  says. 

This  is  true  of  Fremont,  Calif.,  secur¬ 
ity  application  company  Sygate, 
whose  founder  and  CTO,  Chris  Guo, 
has  a  master’s  degree  in  computer 
science  from  Huazhong  University  of 
Science  and  Technology  in  China, 
says  Bill  Scull, senior  vice  president 
of  marketing. 

The  company  has  sales  offices  in 
Beijing  and  programmers  at  Hua¬ 
zhong,  where  it  does  prototyping. “The 
cost  structure  is  pretty  spectacular;  it’s 
about  one-eighth  that  of  the  U.S.  And 
I’ve  been  very  impressed  with  the 
level  of  infrastructure,”  Scull  says.“We 


“In  terms  of  infrastructure  China 
scores  higher  than  IndiaThev  have 
more  telecom  density  as  well  as  a 
higher  PC  penetration.” 

Kris  Gopalakrishnan,  COO  of  Bangalore  software  services  and 
business  process  outsourcing  company  Infosys  Technologies, 
which  has  set  up  a  subsidiary  in  Pudong,  China. 


don’t  work  in  a  synchronous  environ¬ 
ment  with  the  U.S.,  but  for  our  purpos¬ 
es  there  hasn’t  been  any  network  out¬ 
age  that  would  interfere  with  replicat¬ 
ing,  for  example.” 

With  better  English  skills  than  China 
and  a  closer  cultural  affinity  for  the 
U.S.,  the  Philippines  is  one  of  Asia’s 
fastest-growing  services  hot  spots, 
especially  for  BPO  facilities  such  as 
call  centers,  according  to  Miguel 
Garcia,  managing  director  of  call  cen¬ 
ter  facilities  builder  Diversified 


Technology  Systems  in  Manila. 

“Operational  expenditure  costs  for 
call  centers  give  U.S.  companies  a  sav¬ 
ings  of  an  average  of  30%  to  40%,  and 
even  up  50%, ”  he  says. 

Manila,  the  center  of  Philippine 
BPO,  has  a  very  good  transportation 
system, says  Rangan  Mohan,  president 
and  CEO  of  HindujaTMT  Limited,  a 
BPO  company  in  Bangalore  that  last 
year  acquired  a  majority  stake  of 
Customer  Contact  Center,  based  in  the 
city“Transporting  employees  to  their 
work  place  is  not  a  major  bottleneck 
and  in  fact  many  companies  do  not 
undertake  this  responsibility,  as  the 
city’s  transport  system  is  very  good.” 

Although  Mohan  says  the  telecom 
infrastructure  is  better  than  what  is 
available  in  India  in  terms  of  availabil¬ 
ity  and  cost  per  unit  bandwidth,  reports 
on  communications  infrastructure  vary 

“Manila  can  be  as  expensive  as 
India  so  to  get  lower  costs  you  need 
to  go  to  the  suburbs,  but  the  infra¬ 
structure  is  not  uniformly  good,” says 
Arjun  Malhotra,  CEO  of  Headstrong, 
an  IT  consulting  and  services  com¬ 
pany  in  Fairfax,Va.,with  outsourcing 
facilities  in  India  and  Manila.The  cost 
of  getting  VoIP  applications  that  work 
well  can  be  prohibitive,  he  notes. 

Currently,  the  major  problem  in  the 
Philippines  is  one  of  scale.There  is  a 
talent  pool  with  skills  for  BPO,  but 
the  country  does  not  produce  nearly 
as  many  engineers  as  India,  Malhotra 
notes. 

Outsourcing  service  providers  in 
African  countries  are  at  a  more  basic 
stage  of  growth  than  those  in  the 
Philippines.  Although  South  Africa  is 
already  home  to  a  handful  of  interna¬ 
tional  services  providers  and  home¬ 
grown  providers,  other  countries  on 
the  continent  are  just  beginning  to 
build  industrial  parks  to  capture  a 
share  of  the  offshore  BPO  market. 

For  early  BPO  entrants  such  as 
Kwame  Bonsu,  managing  director  of 
Rising  Data  Solutions  Ghana,  the 
African  terrain  has  been  a  challenge. 
For  instance,  although  Ghana  has  a 
link  to  the  SAT  3  intercontinental 
cable  system,  the  last  mile  connecting 
buildings  to  the  120G  bit/sec  cable 
has  not  been  built  yet,  he  says. 

U.S  companies,  however,  might  not 
need  to  look  very  far  abroad  for  out¬ 
sourcing  services,  especially  if  cost  is 
not  the  major  issue,  and  language  is 
a  consideration.  Canada  has  a  tele¬ 
com  infrastructure  virtually  identical 
to  the  U.S.,and  thus  has  the  ability  to 
scale,  analysts  note,  but  costs  are  sim¬ 
ilar.  Mexico,  however,  offers  some  cost 
advantages  and  is  particularly  appro¬ 
priate  when  Spanish  services  are 
required. 

MphasiS  BFL  Group,  a  Bangalore 
software  services  and  BPO  company, 
last  year  set  up  a  50-person  call  center 
operation  in  Tijuana,  Mexico,  to  meet 


the  requirement  of  a  U.S.  customer  for 
a  call  center  in  Spanish. “We  under¬ 
stand  that  about  16%  to  18%  of  calls 
on  toll-free  numbers  in  the  U.S.  are  in 
the  Spanish  language,  and  that  is  the 
segment  that  we  plan  to  address,”  said 
Ravi  Ramu,CFO  of  MphasiS  BFL. 

Although  Tijuana  has  proven  to  be 
marginally  more  expensive  than 
India,  telecom,  road  transport  and 
other  infrastructure  is  good  enough  at 
the  scale  the  company  is  operating, 
he  says. 

Ferranti  is  a  correspondent  with  the 
IDG  News  Service.  Additional  reporting 
by  IDG  correspondents  John  Ribeiro 
and  John  Yarney. 


Promise 

continued  from  page  29 

as  a  result  of  its  offshore  projects. 

The  Cambridge,  Mass., company 
began  using  offshore  service  provider 
i-Vantage  to  set  up  its  own  subsidiary 
in  Hyderabad,  India,  last  year  to  in¬ 
crease  software  development. 

Troy  Kenyon,  president  and  CEO,  says 
the  company  cut  its  development 
costs  by  about  50%  and  has  gotten  to 
market  more  quickly  than  it  would 
have  if  it  had  to  hire  developers  in  the 
U.S.That,  he  says,  has  resulted  in  the 
need  to  bring  on  more  workers  locally 

“For  us,  offshoring  was  entirely  an 
expansion. We  had  no  one  replaced 
here  and,  in  fact,  we  brought  in  more 
folks  in  the  United  States  to  work  as 
project  managers,”  he  says.“We  also  got 
to  the  point  where  we  needed  more 
sales  people  more  quickly 

Meeting  challenges 

MedSite,  which  provides  online 
marketing  and  education  services  to 
the  medical  community,  uses  offshore 
provider  Epam  Systems  to  outsource 
some  of  its  application  development 
work  to  Minsk,  Belarus. 

Jason  Hogg,  COO  at  the  New  York 
company,  says  that  having  develop¬ 
ers  located  in  different  time  zones 
provides  a  continuity  to  the  applica¬ 
tion  development  cycle.  But  he  also 
says  time,  cultural  and  language  dif¬ 
ferences  could  have  posed  real 
problems. 

“We’ve  mitigated  those  problems 
by  having  an  in-house  representative 
from  Epam  as  a  point  person,"  he 
says. 

“That  person  sits  and  works  with 
MedSite  here,  which  enables  them  to 
ask  a  lot  of  follow-up  questions  and 
become  an  integrated  member  of 
the  company.  They  also  are  able  to 
communicate  with  the  people  off¬ 
shore.  So  we  have  a  single  point  of 
contact,  project  management  in  one 
centralized  place.That  is  definitely  a 
benefit.”B 


_ _ 


BY  DENISE  PAPPALARDOw 


just  cleared  its  first 


hurdle  by  deciding  to  outsource  software  development,  its  customercare 
call  center  or  financial  business  processes  to  an  offshore  location.  Now 
where  do  you  go?  Who  do  hire?  How  do  you  connect  from  there  to  here? 

None  of  these  questions  is  easy  to  answer,  but  we  ’ll  try  at  least  to  point 
you  in  the  right  direction  by  citing  the  experiences  of  software  developer 
Synygy  which  has  made  a  significant  shift  to  offshore  outsourcing  since 
2002.  The  Conshohocken,  Pa.,  maker  of  enterprise  incentive  manage¬ 
ment  software  now  supports  about  a  quarter  of  its  450  employees  in 
offices  in  Romania  and  India. 


Globetrotting. 

Synygy  choose  the  countries  where 
it  would  set  up  its  offshore  offices 
based  on  employee  familiarity  with 
India  and  Romania. 

“It  boils  down  to  us  having  a  feeling 
of  comfort  with  both  locations,”  says 
Chetan  Shah,  executive  vice  president 
of  technology 

Having  acquired  a  two-person  busi¬ 
ness  in  Romania,  Synygy  decided  to 
make  the  southeastern  European 
country  its  first  offshore  outsourcing 
operation  in  2002.  Synygy  now  has  50 
employees  there. 

The  company  tapped  into  its 
European  employees'  knowledge  of 
the  Romanian  language,  culture  and 
business  customs.  Synygy  employees 
paid  visits  to  “force  compliance  of  all 
Synygy  processes,”  Shah  says. 

The  company  went  through  a  similar 
process  in  India  a  year  later  where 
Shah,  who  is  from  India,  played  an  in¬ 
strumental  role  in  setting  up  the  office. 
Today  Synygy  has  70  employees  in 
India  and,  with  its  Romania-  and  U.S.- 
based  employees,  can  run  its  software 
development  operation  24  hours  a  day. 

Seventy  percent  of  the  money  that 
U.S.  businesses  spend  on  offshore  out¬ 
sourcing  involves  India, says  Partha 
Iyengar,  a  Gartner  vice  president  and 
research  director  in  India.  But  other 
countries  are  not  standing  by  idly 

“There  are  28  countries  that  say  they 
are  in  the  position  to  offer  compelling 
offshore  outsourcing  services,”  Iyengar 
says.  Organizations  should  do  a  coun¬ 
try-by-country  assessment  to  be  sure 
they  are  moving  the  right  projects  to 
the  right  countries,  he  says.“Exposure 
to  making  the  wrong  call  is  quite  sig¬ 
nificant.  Once  invested  in  a  country,  it’s 
hard  to  disengage.” 

Businesses  should  consider  several 


issues  as  they  choose  a  country  in¬ 
cluding  “rate  of  wages,  supply  of  new 
graduates,  education,  technical  skills 
and  broader  cultural  compatibility 
says  Peter  Lowes,  a  practice  leader  for 
Deloitte  Consulting. 

With  India,  companies  have  to 
accept  a“!imited  amount  of  cultural 
compatibility  a  huge  time  difference 
and  language  challenges,  Lowes  says. 
While  many  technically  skilled  people 
in  India  speak  English, strong  accents 
still  can  hinder  communications. 

Companies  also  “need  to  understand 
how  business  is  done  in  that  country 
Iyengar  says.“There  is  nothing  wrong 
in  a  U.S.  setting  with  an  employee  four 
tiers  down  from  the  CEO  calling  him 
by  his  first  name  and  striking  up  a 
casual  conversation.This  is  unheard  of 
in  India,  Japan  and  parts  of  Europe.” 


2a  In  the  city. 

Selecting  a  city  goes  hand  in  hand 
with  choosing  a  country  Synygy’s 
Shah  established  four  main  criteria  in 
an  effort  to  find  the  right  city: 

•  Reasonable  cost  of  living. 

•  Proximity  to  a  major  airport. 

•  Access  to  the  right  talent  pool. 

•  Lack  of  political  unrest. 

The  four  cities  that  made  Synygy’s 
short  list  in  India  were  Bangalore, 
Coimbatore,  Mumbai  and  Pune.  Pune 
won  out  based  on  the  defined  criteria. 

Shah  concluded  that  the  cost  of  liv¬ 
ing  was  too  high  in  Bangalore  and 
there  are  not  many  international  flights 
out  of  the  nearby  airport.The  engineer¬ 
ing  talent  pool  was  found  lacking  in 
Coimbatore.  Shah  scratched  Mumbai 
off  of  his  list  because  political  and 
communal  tensions  are  common  and 
because  the  cost  of  living  is  high. 

In  Romania,  Synygy  started  off  in 
Iasi,  the  same  city  where  its  two 
employees  were  based. 


“We  did  not  go  through  the  same 
city-by-city  process  as  we  did  in  India,” 
Shah  says.“We  stuck  with  Iasi,  al¬ 
though  it’s  a  six-hour  drive  from  the 
airport,  it’s  an  engineering  city  with  a 
reasonable  cost  of  living.” 


3a  Office  job. 

Selecting  office  space  in  the  U.S.  can 
be  challenging  enough,  but  doing  so 
overseas  adds  a  layer  of  complexity 

Synygy’s  Shah  looked  at  50  to  60 
office  sites  in  Pune,  considering  factors 
such  as  rent,  proximity  to  the  business 
district,  the  facilities’ infrastructure  and 
the  layout  of  the  space.  But  because 
Shah  wasn’t  familiar  with  Pune,  he 
turned  to  a  local  real  estate  agent. 

Shah  wanted  an  office  that  was 
close  to  other  software  companies 
and  one  that  was  in  an  established 
building,  not  one  under  construction. 

To  ensure  the  process  went  smooth¬ 
ly  Shah  viewed  each  office  space  and 
ultimately  made  the  selection. 

In  Romania,  Synygy  recently  moved 
into  a  new  office  in  Iasi. The  company 
went  through  a  similar  process  to  find 
the  right  space  as  it  did  in  India,  but 
on  a  smaller  scale.There  are  not  many 
software  companies  in  Romania  for 
the  company  to  collocate  with, so  in¬ 
stead,  Synygy  focused  on  staying  close 
to  the  business  district. 

Local  employees  narrowed  down 
the  selection  to  a  handful  of  offices. 
Shah  then  traveled  to  Romania  and 
chose  one. 


4.  Picking  people. 

Synygy  got  bombarded  with 
resumes  when  it  started  its  hiring 
process  for  Pune.  For  an  office  that  has 
only  70  employees,  Synygy  received 
1,000  resumes  from  software  develop¬ 
ers  and  engineers. 

“The  key  to  hiring  the  right  people  is 
having  the  right  infrastructure  in  place 
to  handle  the  hiring,” says  Ed  Steinerg, 
Synygy’s  vice  president  of  human 
resources. 

The  company  focused  on  training  its 
human  resources  staff  in  Pune  to 
quickly  review  resumes  and  set  up  in¬ 
terviews  with  appropriate  candidates, 
Steinberg  says.“Feople  are  willing  to 
take  jobs  very  quickly  [in  India], and 
you'll  lose  them  if  you  don’t  move 
fast,”  he  says. 

In  an  effort  to  attract  the  right  em¬ 
ployees,  Synygy  launched  a  branding 
strategy  via  newspaper  ads  and  bill¬ 
boards  in  the  Pune  area.“We  wanted 


people  to  know  we’re  not  a  mom-and- 
pop  shop  and  we’re  not  one  of  the  big 
behemoths  either,”  Steinberg  says. 

Then  it  turned  to  one  of  the  largest 
employment  Web  sites  in  India,  www. 
naukri.com,  which  has  proven  to  be 
effective.  Synygy  also  has  a  referral 
process  in  place. 

In  Romania,  Synygy  relies  on  word 
of  mouth  to  staff  its  office.  It  took  only 
a  year  and  a  half  for  the  office  to 
boom  from  two  to  50  employees. 
Synygy  only  employs  software  devel¬ 
opers  and  engineers  in  Romania, 
whereas  only  half  the  employees  in 
India  fall  into  those  categories.  The 
other  half  is  in  client  services. 


Keeping  connected. 


Synygy  turned  to  the  top  WAN  pro¬ 
viders  in  India  to  connect  its  office 
there  with  its  home  base,  figuring 
these  companies  would  be  best  at  get¬ 
ting  telecom  service  up  and  running 
in  a  reasonable  amount  of  time. 

The  company  has  a  dedicated  E-l 
(2.048M  bit/sec)  in  India  to  the  In¬ 
ternet  to  support  its  IP  VPN,  which 
keeps  Synygy’s  critical  traffic  secure 
and  costs  in  check.  Fbint-to-point  pri¬ 
vate-line  connections  from  India  to 
the  U.S.  are  prohibitively  expensive, 
Shah  says.  Using  the  Internet  also  lets 
Synygy  more  easily  switch  providers. 

The  company  also  has  deployed  sev¬ 
eral  DSL  connections  to  its  office  in 
India  for“non-critica!  traffic,”  Shah 
says.  A  DSL  connection  costs  about 
$1,000  annually  where  an  E-l  costs 
$50,000  to  $80,000. 

While  Shah  had  a  hand  in  setting  up 
the  company’s  WAN  and  LAN,  Synergy 
hired  a  systems  engineer  in  India  to 
handle  most  network  issues.The  engi¬ 
neer  manages  about  200  ports  on  the 
LAN  for  both  voice  and  data,  Shah 
says. The  company  also  turned  to  a 
local  telecom  company  to  wire  its  net¬ 
work  in  Pune. 

In  Romania,  like  India, Synygy  has  a 
dedicated  E-l  to  the  Internet  to  sup¬ 
port  a  secure  IP  VPN.  It  also  has  a  DSL 
connection  for  videoconferencing.  But 
the  company  opted  not  to  hire  a  sys¬ 
tems  engineer  to  manage  the  25-  to  30- 
port  LAN. 

Synygy  went  through  a  similar  pro¬ 
cess  in  finding  the  right  telecom  ven¬ 
dors  in  Romania  with  “the  local  tal¬ 
ent”  hiring  a  service  provider  there. 
Shah  savs  ■ 


Balasubramamyan  is  a  general  man¬ 
ager  at  Wipro  Technologies,  a  global  IT 
services  provider  in  Bangalore,  India. 
He  can  be  reached  at  suttamally.bala@ 
wipro.com. 


S.ftl.  Balasubramaniyan, 

Wipro  Technologies 

Organizations  all  over 
the  world  are  under 
constant  pressure  to 
provide  value  to 
their  customers 
and  meet  the 
challenges  of 
competition.  In 
globalized  free 
economies,  this  is 
truer  today  than  ever. 

The  primary  factor  that 
directly  or  indirectly  con¬ 
tributes  toward  a  company’s  busi¬ 
ness  success  is  the  cost  of  production 
and  operation. 

Among  the  many  initiatives  that 
have  succeeded  in  reducing  the  cost 
of  producing  goods  and  services  is 
the  outsourcing/offshoring  model. 

This  model  has  taken  many  forms 
and  its  characteristics  have  been  re¬ 
fined  over  a  period  of  time. 

Before  enumerating  the  benefits  of 
offshoring,  it  must  be  acknowledged 
that  its  success  does  not  come  without 
pain,  mainly  in  the  form  of  job  cuts 
and  the  phasing  out  of  low-earning 
products  and  services.  However,  orga¬ 
nizations  that  take  a  well-planned  and 
articulated  approach  to  offshoring  suc¬ 
ceed  in  managing  this  situation  better 
than  ones  that  rush  in  without  due 
consideration. 

Offshoring  happens  through  two 
means:  outsourced  offshoring  through 
vendor  partners,  or  in-house  off¬ 
shoring.  In  the  former,  the  work  is  per¬ 
formed  at  the  offshore  partner’s 
premises,  using  the  partner’s  re¬ 
sources.  In  the  latter,  a  U.S.  company 
establishes  its  own  global  centers  in 
other  countries. 

Perhaps  the  greatest  benefit  of  off¬ 
shoring  is  the  cost  advantage  it  pro¬ 
duces,  which  directly  effects  the  com¬ 
pany’s  bottom  line.  In  tight  fiscal  situa¬ 
tions.  any  savings  in  operating  costs 
will  contribute  toward  the  company’s 
sustenance  and  growth.  Companies  in 
recession  segments  sustain  them¬ 
selves  and  grow  through  innovation. 
Lower  operating  costs  means  they 
ore  monev  to  invest  in  innova¬ 


tion,  resulting  in  a  stabilized  domestic 
workforce. 

In  the  service  sectors,  the 
cost  saving  from  off¬ 
shoring  enables  com¬ 
panies  to  create  new 
service  lines,  many 
of  which  had  been 
deferred  for  want 
of  investment. 
New  services  in¬ 
crease  customer 
satisfaction  and  be¬ 
come  new  revenue 
streams,  as  well  as 
growth  paths  for  companies. 

The  geographic  nature  of  off¬ 
shoring  brings  its  own  advantages.  It 
helps  the  company  expand  its  reach, 
thereby  helping  the  company  grow. 
This  growth  mitigates  any  negative 
effects  of  offshoring. 

Offshoring  also  helps  a  company  be 
closer  to  its  global  customers,  thereby 
providing  appropriate  offerings  to  its 
regional  market  and  ensuring  speedier 
problem  resolution.  Developers  and 
support  personnel  in  the  relevant 
geographies  have  a  better  under¬ 
standing  of  customers’  needs,  regula¬ 
tory  compliances  and  regional  prefer¬ 
ences,  and  can  better  implement  the 
product  or  provide  the  service. 

In  addition,  offshoring  alleviates 
problems  created  by  time  differences, 
enabling  companies  to  support  re 
mote  customers  too  in  a  virtual  24-7 
operation.  For  companies  with  con¬ 
strained  resources,  offshoring  also 
offers  better  utilization  of  capital  in¬ 
vestments  through  remote  usage  in 
multiple  time  zones. 

The  key  to  offshoring  success  is  to 
exploit  its  advantages  through  a  well- 
planned  and  articulated  proposition 
that  looks  at  the  business  from  multi¬ 
ple  dimensions,  rather  than  as  a  sim¬ 
ple  cost-reduction  exercise.  As 
Franklin  D.  Roosevelt  once  said, “The 
only  limit  to  our  realization  of  tomor¬ 
row  will  be  our  doubts  of  today." 


Linda  Guyer, 

Alliance@IBM 

Cracks  are  appearing 
in  the  offshore  side¬ 
walk  where  IT  jobs 
travel  from  devel¬ 
oped  countries  to 
places  such  as 
India  and  Costa 
Rica.There  is  a 
plethora  of  prob¬ 
lems  that  can  offset 
or  erase  the  cost  sav¬ 
ings  of  offshoring. 

First,  offshoring  often 
results  in  lower  customer  satisfac¬ 
tion.  Ou®|rciS  firms  will  brag  that 
their  errSloyfis  have  excellent 
English  skits,  but  the  reality  is  often 
different. The  resulting  customer  dis¬ 
satisfaction  can  lead  to  fewer  sales 
and  lost  accounts,  jjllguage  is  not 
just  wall  center  issue;  jragrammers 
a|p  engineers  also  have  tojjpmmuni- 
cate  complicated  concepts®  their 
U.S.  counterparts  and  oBtomers. 

Quality  of  service  also  can  be  lower. 
My  husband  knows  this  well.  F§|  h|j|| 
used  and  recommended  Dell  com¬ 
puters  for  years.  Calling  for  service 
used  to  be  a  decent  experience.  How¬ 
ever,  when  Dell  switcheljto  an  over¬ 
seas  call  center,  his  requests  for  help 
wenfjrom  a  5-minute  debugging  ses¬ 
sion  with  an  experienced  techie,  to  a 
painful  half-hour  or  more  waiting 
patiently  while  someone  read 
through  a  script  of  questions.  His  loy¬ 
alty  to  Dell  is  seriously  eroded. 

Two  years  ago,  Everdream,  an  IT  ser¬ 
vices  provider  in  Fremont,  Calif.,  shift¬ 
ed  some  of  its  work  to  Costa  Rica, 
expecting  to  reduce  its  call  center 
expenses  by  25%.  Instead,  problems 
that  should  have  taken  5  minutes  to 
solve  were  taking  an  hour.  Promises 
to  call  customers  back  went  unful¬ 
filled.  Everdream  also  found  that  it 
took  twice  the  number  of  workers  in 
Costa  Rica  to  handle  the  same  tasks 
that  were  done  in  the  U.S.  Cost  sav¬ 
ings  and  quality  of  service  suffered; 
productivity  was  worse. 

Today,  Everdream  has  phased  out 
its  Costa  Rica  operation  and  re¬ 
opened  its  U.S.  centers. 


The  New  York  Times  recently 
reported  on  the  experience  of 
Bladelogic,  a  U.S.  designer 
of  network  management 
software.  In  the  story, 
Bladelogic  CEO  Dev 
Ittycheria  said, 

“The  cost  savings 
in  India  were 
three  to  one,  but 
the  difference  in 
productivity  was 
six  to  one.“ 

Indian  entrepreneur 
Arun  Shastry,  founder, 
CEO  and  CTO  of  TotalETL,  a 
data  integration  firm  in  Westford, 
Mass.,  also  pulled  the  plug  on  over¬ 
seas  development.  Shastry  cited  lack 
of  employee  experience,  poor  code 
quality  and  lack  of  IT  project  disci¬ 
plines,  such  as  design,  documenta¬ 
tion  and  project  management,  as 
some  of  the  reasons  for  failure. 

Then  there  are  the  arguments  that 
offshoring  U.S.  jobs  is  unpatriotic  and 
hurts  the  U.S.  economic  middle  class. 
While  a  lot  of  rosy  statistics  about 
how  offshoring  is  good  for  the  U.S. 
economy  are  coming  from  industry 
groups  such  as  the  National  Associa¬ 
tion  of  Software  and  Service  Com¬ 
panies  and  the  Information  Technol¬ 
ogy  Association  of  America,  those  sta¬ 
tistics  are  based  on  some  major 
assumptions  (for  example,  that  all  the 
savings  resulting  from  offshoring  will 
be  invested  in  new  techaologies)  that 
may  or  may  not  hold  true. 

Even  Gartner  is  recognizing  the 
cracks  in  this  trend,  recently  predict¬ 
ing  that  in  2004,  one  in  four  offshore 
projects  will  fail.  Would  you  accept 
that  rate  of  failure  in  your  application 
code?  Before  you  look  your  hard¬ 
working  American  employees  in  the 
eye  and  tell  them  they  have  to  train 
their  foreign  replacement  before 
being  laid  off,  you  might  want  to 
reconsider  the  business  risks  of  such 
a  plan. 

Guyer  is  president  of  Alliance@IBM, 
Communications  Workers  of  America 
Local  1 701,  a  union  of  IBM  employees. 
She  can  be  reached  at  endicottalliance 
@stny.  rr.com. 
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How  Do  You 
Securely  Reboot 

via  IP? 


Server  Technology 


Solutions  for  the  Data  Center  Equipment  Cabinet 


When  servers  and  network  devices 
in  the  data  center  lock-up,  network 
managers  need  fast,  secure  and 
reliable  tools  to  respond.  With 
Sentry™  Remote  Site  Managers, 
an  administrator  can  immediately 
reboot  a  remote  system  with  just 
a  few  mouse  clicks.  Sentry  also 
provides  accurate  input  current 
power  monitoring,  environmental 
monitoring  and  integrated  secure 
console  management  using  SSH. 


Sentry  Gives  You  Secure  Web/I P  Based  Remote  Site  Management 


"NEW!"  Secure  Shell  (SSHv2)  Encryption  « 
"NEW!"  SSLv3  Secure  Web  Browser « 
"NEW!"  Active  Directory  with  LDAP  « 
SNMP  MIB  &  Traps  « 
Integrated  Secure  Modem  « 
True  RMS  Power  Monitoring  « 
Outlet  Receptacle  Grouping  for  Dual-Power  Servers  « 
Fail-Safe  Transfer  Switch  for  Single-Power  Supply  Servers  « 
Power-up  Sequencing  Prevents  Power  In-rush  Overload  « 
Temperature  &  Humidity  Environmental  Monitoring  « 
Zero  U  &  Rack-mount  Models  « 
1 1 0/208  VAC  Models  with  30-Amp  Power  Distribution  « 
NEBS  Approved  -48  VDC  Models  Available  « 


Server  Technology,  Inc. 

Server  Technology,  Inc.  toll  free  +1.800.835.1515 

1 040  Sandhill  Drive  tel  +1 .775.284.2000 

Reno,  NV  89521  fax  +1 .775.284.2065 

USA  .  . 

www.servertech.com 

sales@servertech.com 


©Server  Technology,  Inc.  Sentry  is  a  trademark  of  Server  Technology,  Inc. 


Custom  Management  Levels 


Test-drive  the  new  Observer  9  today  and  see  how  it  immediately 
finds  problems  you  didn’t  know  you  had,  optimizes  network  traffic 
and  provides  insight  for  future  planning.  Call  800-526-5958  for 
a  full  featured  evaluation  or  visit  our  website  at 

www.networkinstruments.com/nine 


OBSERVER 

•  Decode  over  500  protocols 

•  Long-term  network  trending  &  analysis 

•  Real-time  statistics 


Remote  &  Hardware  Options 


REMOTE  NETWORKING  PROBES 

•  Fully  distributed 

•  Monitor  up  to  64  NICs  simultaneously 

•  New  levels  of  problem  solving  collaboration 


EXPERT  OBSERVER 

•  What-lf  Modeling  Analysis 

•  Expert  Analysis 

•  Connection  Dynamics 


Introducing  Observer  9 


GIGABIT  &  WAN  HARDWARE  OPTIONS 

•  Portable  analyzer  systems 

•  Rack-mount  Probes  ready  to  go 

•  Direct,  passive  link  for  independent  views 


New  Application  Analysis 

Remote  probes  now  provide  multi-interface  and 

multi-session  support 

Industry-first  4G8  packet  capture  buffer 

Wireless  Site  Survey  Modes 

Nanosecond  resolution 


OBSERVER  SUITE 

•  Complete  SNMP  device  management 

•  Supports  full  RM0N1.  RM0N2.  HCRM0N 

•  Web  Publishing  Reports 


US  &  Canada  Toll  free:  (800)  526-5958  •  Fax:  (952)  932-9545  •  UK  &  Europe:  +44  (0)  1959  569880 

One  Network  /J/  Complete  Control  Wired  to  Wireless  •  LAN  to  WAN 

<2/  Mi! 


NETWORK 


OBSERVER 


www.networkinstruments.com/ninc 

©  2004  Network  Instruments,  LLC.  All  rights  reserved.  Observer.  Network  Instruments  v><;  r  ( 
Network  Instruments  logo  are  registered  trademarks  of  NatwoA  instrument.,  •  ’S  I 
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Rose  Electronics 
10707  Stancliff  Road 
Houston,  Texas  77099 


ROSE  US  +281  933  7673 

ROSE  EUROPE  +44  (0)  1 264  850574 

ROSE  ASIA  +65  6324  2322 

ROSE  AUSTRALIA  +617  3388  1540 


switch  allows  sjngle  or  multiple 
■  /  ^yor^statigns  tp  Tiave  local  or  remote  access  to 
,  ple  cpmputers  lpcated  in"  server  rooms  or 
6n'r,r.t  desktop  regardless  of  their  platforms 
an^-operatirtg  Systems-.  KVM  switches  have 
ikV;  traditionally  provided,  cost  savings  in  reducing 
vl.Lfenergy  and  equipment  costs  while  freeing  up 


7}  KgQQ<$r\Vz&d  as  the  pioneer  of  KVM  switch 
:\  ';d«chfi6logy.  Rose  Electronics  offers  the 
^^jndtistry’s.  most  comprehensive  range  of 
server  management  products  such  as  KVM 
switches,  extenders  and  remote  access 
->  solutions.  Rose. Electronics  products  are 
known  for  their  quality,  scalability,  ease  of  use 
/  .  and  innovative  technology. 

Rose  Electronics  is  privately  held  with  world- 
headquarters  in  Houston,  Texas  and  sells  its 
products  worldwide  through  a  large  network  of 
Resellers  and  Distributors.  Rose  has 
operations  in  the  United  Kingdom,  Spain, 
Germany,  Benelux,  Singapore  and  Australia. 


ar  Rack  View™ 

KVM  RACK  DRAWER  WITH  KVM  SWITCH  OPTION 


UltraMatrix  Remote 

REMOTE  MULTIPLE  USER 
KVM  MATRIX  SWITCH 
ACCESS  OVER  IP  OR  LOCALLY 


Connects  1,000  computers  to  multiple  user  stations 
over  IP  or  locally 

High  quality  video  up  to  1280  x  1024 
Scaling,  scrolling,  and  auto-size  features 
Secure  encrypted  operation  with  login  and  computer 
access  control 

Advanced  visual  interface  (AVI) 

No  need  to  power  down  servers  to  install 
Free  lifetime  upgrade  of  firmware 
Available  in  several  models 
Easy  to  expand 


800  333  9343 

WWW.ROSE.COM 


UltraConsole 

PROFESSIONAL  SINGLE-USER 
KVM  SWITCH  SUPPORTS  UP 
TO  1000  COMPUTERS 


Connects  up  to  1000  computers  to  a  KVM  station 
Models  for  4,  8,16  computers 
Advanced  visual  interface  (AVI) 

Compatible  with  Windows,  Linux,  Solaris,  and  other  O/S 

Connects  to  PS/2,  Sun,  USB,  or  serial  devices 

Converts  RS232  serial  to  VGA  and  PS/2  keyboard 

Free  lifetime  upgrade  of  firmware 

Security  features  prevent  unauthorized  access 

Full  emulation  of  keyboard  and  mouse  functions  for  automatic, 

simultaneous  booting 


•  Easy  to  expand 


J|1RQSE 

ELECTRONICS 


In 


SERVERS  WITHIN  YOUR  REACH 
FROM  ANYWHERE 


mra. 


Stop  juggling  with 
multiple  management  tools 

/ 

V 
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Keep  IT  simple 


ManageEngine " 

lj\0  OpManager 

Network,  Systems  and  Application  Management 


Take  control  of  your  network,  systems  and  application 
infrastructure  before  it  controls  you.  OpManager  provides 
integrated  management  for  IT  infrastructure. 

Move  to  integrated  management.  Try  OpManager  today. 

Available  for  Linux,  Solaris  and  Windows 


SENSAPHOI  IE 

i  r\/i  «= 


Sends 

SNMP 

Messages 


Monitors 

64 

IP  addresses 


Embedded 

Web 

Server 


Sends 

E-Mail 


Power 

Outage 

Alarming 


Internal 

UPS 


Power  Ethernet 
Control  Port 
Interface 


Internal  Voice, 
Modem 
&  Pager  Port 


8  R|-45  Sensor  Inputs 

( Temperature ,  Humidity, 
Water,  Motfon,  Power, 
Smoke/fire) 


Microphone 

for  Sound 
Monitoring 


BE  NOTIFIED  BEFORE  CRITICAL  EVENTS  TURN  INTO  DISASTER! 


•  Eight  environment  inputs 

•  Power  sensing 

•  Monitors  64  IP  addresses 

•  Send  alerts  to  64  people 

•  8  methods  of  contact 

•  Calendar  scheduling 

•  Expands  to  256  sensors 

•  Remote  power  control 

•  Optional  camera 


The  Sensaphone  IMS-4000  Infrastructure 
Monitoring  System  monitors  critical  environ¬ 
mental  and  network  elements  in  your  server 
room,  data  center,  or  telecomm  installation  and 
reports  to  you  instantly  when  events  threaten 
your  infrastructure.  The  IMS-4000  keeps  watch 
so  you  don't  have  to.  See  these  features  and 
more  on  the  web  at  www.ims-4000.com 


Phonetics,  Inc. 

Tel:  877-373-2700 

901  Tryens  Road 

www.ims-4000.com 

Aston,  PA  19014 
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Remote  Reboot  Over  Telnetl 


Reboot  your  Network  Equipment  via  Telnet,  Dial-Up  and  Local  Console 


Network  equipment  sometimes  "locks-up”  requiring  a 
service  call  just  to  flip  the  power  switch  to  perform  a 
simple  reboot.  The  NPS  Network  Power  Switch  gives 
network  administrators  the  ability  to  perform  this 
function  from  anywhere  on  the  LAN/WAN,  or  if  the 
network  is  down,  to  simply  dial-in  from  a  standard 
external  modem  for  out-of-band  power  control. 

■  Eight  (8)  Individual  Outlets 

■  Dual  15-Amp  Circuits 

■  Integrated  10-BaseT  Interface 

■  RS-232  Modem  and  Console  Ports 

■  Outlet-Specific  Password  Security 

■  Network  Security  Features 

■  Power-up  Sequencing 

■  Co-Location  Features 

■  Modem  Auto-Setup  Command  Strings 


Individually 
Programmable 
Outlet  Plugs  (8) 


lOBase-T  Ethernet 
Interface 


1 9”  Rack  Brackets 

Allow  Front,  Back,  or 
Center  Mounting 


•* 
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Dual  15  Amp 
Power  Circuits 
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Awarded 
9  out  of  10 
By  Mark  Gibbs 
Network  World 
2/18/02 
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Modem  Port  for 
Out-of-Band 
Management 


al  RS232 
Console  Port 


□ 
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www.wti.com 


(800)  854-7226 


western  telematic  incorporated 

5  Sterling  •  Irvine  •  California  926  1  8-25  1  7 


Celebrating  our  40th 
Year  in  DataCom 


‘‘Keeping  the  Net.. .Working!  ” 


Luggage,  Fine  Leather  Goods, 
Gifts,  and  more! 

Tumi,  Hartmann,  Andiamo, 
Samsonite,  Cross 
10%  discount  for  Network 
World  readers 
Enter  code  NWW2004 


Systems/FttrtwesTMemory 


CBlCs/Cables/Parts 

Also  Available:  Extreme,  Adtran 

In  Stock  •  Fast  Delivery  •  No  Expedite  Charges 


COMSTAR,  INC. 

The  # 1  Network  Remarketer 


Fax  952*835*1927  www.comstarinc.com 


^  urn™*  3Com 

-sawn  (tl)  wmmm 

Bay  Networks 

C  QMHIT9NE  MMJftiuni 

PARADYNE  BATKXCT1SJKS  — 

JLTSt 


Telenet  ici 


if  it’s  on  the'V  WORLDWIDE  PROVIDER 
network,--  -  OF  NETWORK 

v^e’ve  got  jt!  HARDWARE 

SINCE  1981! 

•  NetWork  Hardware  - 


Cables 


E  NETWORK  SPECIALISTS 

WRCA.NET 

^  •00*88  872? 


mate  Monitor 


$389 


Ethernet/Web  Rack  Mounted 


Temperature 
Air  Flow 
Humidity 
Door  position 
Sound 
Light  Level 
Power 

Video  optional 
16  external  sensors 


Monitor  Multiple  Cabinets 

HTML  (no  client  needed) 
SMTP  (e-mail  alerts) 
SNMP  (MIB,  Traps) 
Graphing 
Console 


Memory 


A 


Accessories 

salesiB  wrca.net  -  (800)699-9722x102 


O  IT  Watchdogs 

See  it  working  at:  www.ITWatchdogs.com 

http://63.237.104.17  512-257-1462 


Get  MORE  COMPUTERS  in  LESS  SPACE 


We’ll  design  maximum 
flexibility  into  your 
available  space 


We’ll  give  you  a  3-D  plan 
at  NQ  CHARGE! 


G.S.A.  GS29F269H  •  I.S.O.  9001  CERTIFIED 


YOU  CAN  RECEIVE  YOUR  ORDER  IN  5-7  BUSINESS  DAYS 


COMPUTER  SECURITY 


DATA  SAFE 


Custom  fire  “rooms”  and 
“vaults”  available 

Store  paper  documents  and 
computer  media  in  the  new 
mixed  media  safes  and  files 

Units  are  available  in 
various  sizes 


THE  SALIX  GROUP  •  1-800-668-9319  Ext.  201  •  www.salixgroup. 


IT 


careers 


IT  PROFESSIONALS 
Consultant 

(Glen  Mills,  Pennsylvania  and  other  locations  through  the  U.S.).  Utilize 
knowledge  of  Public  Sector  Information  Technology  applications  in  imple¬ 
menting  large  scale  systems  projects  for  Health  and  Human  Services 
(HHS)  systems  adhering  to  Health  Insurance  Portability  and  Ac-count- 
ability  Act  (HIPAA)  Design  and  develop  web  based  applications  to  con¬ 
duct  functional  assessments  for  HHS  clients.  Participate  in  the  develop¬ 
ment  of  application  framework  for  HHS  clients  and  assist  in  performing 
assessment  of  porting  applications  framework  to  newer  NET  technolo¬ 
gies.  Configure  File  Transfer  Protocol  (FTP)  server  and  participate  in  code 
scnpts  to  exchange  files  with  vanous  agencies  using  the  system.  Provide 
technology  direction  to  client's  Windows  based  platform,  network  and 
security  infrastructure  Responsible  for  database  (Oracle  and  SQL  Ser¬ 
ver)  design  and  implementation.  Develop  programs  from  complex  design 
specifications  and  participate  in  the  execution  of  infrastructure  building 
activities  of  LAN/WAN.  Oracle  and  SQL  database  servers,  and  Windows 
workstations  Assist  in  creating  and  implementing  standards  and  proce¬ 
dures  for  coding  in  ASP,  Visual  Basic.  JavaScript,  COBOL  and  database 
standards.  Recommend  application  security  methods  to  clients.  Prevent 
disruptions  to  the  system  by  securing  the  networks  and  utilizing  networks 
protocols  such  as  Hypertext  Transfer  Protocol  (HTTP),  Transmission 
Control  Protocol  (TCP)  and  User  Datagram  Protocol  (UDP).  Develop  and 
operationalize  the  Standards  and  Policies  with  regards  to  coding  and 
database  standards.  Involved  in  migration  control  procedures  as  well  as 
the  development,  integration  testing,  user  acceptance  testing  and  pro¬ 
duction  environments  and  capacity  planning  activities.  Responsible  for 
maintaining  a  stable  platform  while  the  applications  are  accessed. 

WAGE:  $74, 752/year 

Hours  worked:  Monday-Friday  9:00am-5:00pm 
MINIMUM  REQUIREMENTS: 

Bachelor's  degree  in  Computer  Science,  Engineering  (any  type),  Math, 
Business  Administration  or  Information  Science  or  Statistics  +  2  years 
exp.  in  the  job  offered  or  2  years  exp.  as  a  Consultant,  Systems  Analyst, 
Database  Administrator  or  Developer.  Related  experience  must  include 
implementation  of  large  scale  systems  projects  for  HHS  systems  adher¬ 
ing  to  HIPAA  using  Public  Sector  Information  Technology  applications  as 
well  as  securing  networks  using  HTTP,  TCP  and  UDP,  Must  have  knowl¬ 
edge  of  database  standards  such  as  Oracle,  SQL,  ASP,  Visual  Basic, 
JavaScript  and  COBOL. 

Please  send  your  resume,  referencing  Job  Order  Number  WEB431295  to 
the:  Philadelphia  Careerlink,  FLC  Unit,  235  W  Chelten  Ave.,  Philadelphia, 
PA  19144.  EOE. 


FT  Database 
Administration  Manager 

Multiple  positions.  Responsibili¬ 
ties  include:  Manage  Database 
Administration,  including  but  not 
limited  to  the  management  of 
database  administration  pro¬ 
jects,  accounting  and  budgeting; 
the  development  and  promotion 
of  data  architecture,  integration, 
consolidation  strategies  and 
standards;  data  analysis  and  re¬ 
porting,  data  modeling,  data 
management,  directory  servic¬ 
es,  mapping  services,  statistical 
analyses  for  data  quality,  and 
data  custodial  activities  support¬ 
ing  systems  and  applications; 
direct  the  application  of  existing 
and  emerging  Information  and 
Data  Management  technologies 
in  the  creation  of  normalized  re¬ 
lational  data  models,  dimension¬ 
al  data  warehouse  models,  enti¬ 
ty  relationship  diagrams  and 
other  forms  of  documentation 
which  support  business  systems 
requirements;  manage  database 
administrators,  systems  ana¬ 
lysts  and  other  computer  profes¬ 
sionals  supporting  database  ad¬ 
ministration.  including  profes¬ 
sional  development,  evaluation 
and  work  allocation.  Serve  as  a 
chief  client  liaison.  Must  have  a 
Master's  Degree  or  foreign  or 
educational  equivalent  in  Com¬ 
puter  Science  or  a  related  field 
and  at  least  three  years  of  expe¬ 
rience  as  a  Database  Adminis¬ 
trator  or  a  related  occupation,  or 
a  Bachelor's  Degree  or  foreign 
or  educational  equivalent  in 
Computer  Science  or  a  related 
field  and  at  least  five  years  of 
experience  as  a  Database  Ad¬ 
ministrator  or  a  related  occupa¬ 
tion.  If  interested,  submit  res¬ 
ume  in  duplicate  to: 

Ms.  Sandy  Pruitt 
NIIT  (USA),  Inc. 

1050  Crown  Pointe  Parkway, 
Suite  500 

Atlanta,  GA  30338 


Corpus,  Inc.  has  multiple  open¬ 
ings  for  IT  professionals  to 
design  and  develop  applications 
using  Oracle,  SAP,  SQL,  PL/ 
SQL.  COBOL,  C/C++,  VB,  Java, 
XML,  ERP,  ASP,  NT,  XSL.  Min 
BS/MS  with  exp.  Travel  maybe 
required.  Please  send  resumes 
to  resumes@corpuslnc.com. 
EOE. 

Perk  Systems.  Inc.  is  looking  for 
IT  Analyst/Engineers  to  fill  vari¬ 
ous  positions  using  C/C++, 
Java,  VB,  Web  Tech,  Oracle, 
Unix-Suri  Solaris,  EJB,  Rational 
Rose/UML.  JSP,  OOAD  Candi¬ 
dates  must  have  MS/BS  &  IT 
experience.  Apply  at  iobs@ 
perksvs.com  Travel  maybe 
required  EOE. 


Seeking  Software  Developer  to: 
Design,  develop,  code,  test,  & 
document  computer  program 
custom'd  to  meet  info,  requ'mts 
of  food  service  industry;  consult 
w /  clients  re  program  objec¬ 
tives,  features,  &  input/output 
requ'mts;  analyze  &  define  re¬ 
qu'mts  for  data,  logical  process, 
interface  w/  system,  hardware  & 
OS  environment;  develop  client/ 
server  apps  to  meet  biz.  re¬ 
qu'mts  of  food  service  industry; 
analyze  &  correct  software  de¬ 
fects;  maintain  source  code 
using  SCCM  tools  &  related  dis¬ 
ciplines;  develop  plans  re  steps, 
costs  &  timetable  for  developing 
programs;  perform  system  test 
of  developed  code;  monitor  per¬ 
formance  of  programs  post  im¬ 
plement,  &  support/maintain 
apps;  write  documentation  de¬ 
scribing  program  development, 
logic,  coding,  testing,  &  correc¬ 
tion;  identify  software  technical 
gaps;  develop  apps  methodolo¬ 
gy  &  program  standards;  con¬ 
duct  performance  diagnosis  & 
tuning;  analyze,  review,  alter 
program  to  increase  efficiency; 
train  end  users  &  technical  sup¬ 
port  staff  on  use  of  apps.  Duties 
involve  MS  development  tools, 
SCCM  tools,  C/C++,  MFC, 
COM,  ADO,  DAO,  Visual  Ba¬ 
sics,  ACCESS,  Microsoft  T- 
SQL,  ASP.  Prereqs:  Bachelor  in 
Computer  Science  or  IS  or 
related  held,  plus  2  yrs  exper.  in 
job  offered  or  2  yrs  exper.  in 
software  development  for  food 
service  industry.  Compet.  Sala¬ 
ry.  8  a.m.-  5  p.m.,  M-F.  Location: 
Charlotte,  NC.  Send  resume  to: 
Kelly  Giarratana;  Attn:  VG-1; 
Progressive  Software  Inc.;  6836 
Morrison  Blvd.,  Ste  104; 
Charlotte,  NC  28211. 


Network  Administrator:  Admin¬ 
ister  Windows  NT/2000/2003 
Servers,  Exchange  Server  2000 
and  SQL  Server  2000.  Setup 
and  manage  DNS.  DHCP,  WINS 
and  IIS  servers.  Install,  config¬ 
ure  and  maintain  Cisco  routers. 
Maintain  and  troubleshoot  net¬ 
work,  Firewall  and  Terminal 
servers.  Develop  company  web¬ 
sites  including  online  store, 
develop,  analyze  and  customize 
applications  in  support  of  busi¬ 
ness  solutions.  Require  Master 
Degree  in  computer  science  or  a 
related  field  with  minimum  of  2 
years  related  experience.  Apply 
to  Human  Resource,  Winston- 
Salem  Industries  for  the  Blind, 
7730  N.  Point  Dr.,  Winston- 
Salem,  NC  27106.  Attn:  Jim 
Collier. 


Computers  -  Multiple  positions 
available  in  a  financial  software 
development  company  in  NJ: 

Sr.  Business  Analyst:  Maintain  & 
develop  intemal/external  client 
relationships  across  all  levels. 
Create  procedures  for  bringing 
new  business.  Ensure  the  effi¬ 
cient  function  of  existing  busi¬ 
ness  from  both  IT  &  end-user 
perspectives  by  reviewing,  ana¬ 
lyzing  &  evaluating  business 
systems/user  needs  for  new 
programs  &  complex  modifica¬ 
tions  to  existing  programs. 
Review  business  processes  & 
workflow  with  clients  to  under¬ 
stand  their  business  require¬ 
ments.  Research  &  gather  rele¬ 
vant  data  to  assist  in  the  deter¬ 
mination  of  project  feasibility, 
cost  &  time  requirements. 
Create/write  business  specifica¬ 
tions  based  on  gathered  infor¬ 
mation  &  design  datamodels 
using  ERWIN.  Review  datamod- 
el  design  with  clients  &  develop 
prototypes.  Develop,  publish  & 
execute  project  implementation 
plans  and  announcements. 
Manage  development  team  (in 
US  and  off-shore)  focused  in 
enhancement  &  maintenance  of 
existing  products. 

Technical  Product  Manager: 
Provide  product  support  for  new 
sales  and  existing  clients  in 
book  and  tax  accounting  of  trust 
investments  or  hedge  funds. 
Liaise  with  clients;  handle  and 
resolve  difficult  business  prob¬ 
lems.  Test  issue  fixes  and  help 
client  in  product  roll-out  using 
latest  technologies  using  Visual 
Basic  and  SQL  Server. 

Sr.  Programmer  Analyst: 
Discuss  business  requirements 
with  Business  Analysts  and/or 
clients.  Through  a  complete 
understanding  of  client  require¬ 
ment  &  datamodels  created  in 
ERWIN,  develop  programs  & 
perform  unit  testing  upon  com¬ 
pletion.  Walk-thru  with  Business 
Analysts  or  clients  to  ensure 
compliance  with  requirements. 
Interface  with  clients  to  explain 
programming  &  system  architec¬ 
ture  &  defend  current  systems 
platforms.  Create  full  releases, 
service  packs,  hot  fixes,  &  man¬ 
age  distribution  of  same. 
Perform  above  duties  using 
Visual  Basic,  JAVA,  .Net,  and 
SQL  Server. 

BS  or  equivalent  in  Computer 
Science,  any  Engg,  or  related 
field,  plus  relevant  experience 
required.  Send  resume  to 
Anthony  Mitchell,  Director  of 
Product  Development,  Fi-Tek, 
LLC,  379  Thornall  Street.  Suite 
1100,  Edison,  NJ  08837 


BCC  USA  Inc.  -  Portland, 
Maine  needs  experienced 
Programmer  Analysts  hav¬ 
ing  a  Bachelors  degree  with 
minimum  two  years  of  pro¬ 
gressive  work  experience  in 
GDI+,  C  Sharp,  VB.Net, 
ASP.Net,  .Net  Remoting, 
COM+,  DTS  and  C.  Com¬ 
petitive  salary  and  benefits. 
M-F,  40  hours/week.  Please 
mail  your  resume  to  BCC 
USA  Inc.,  HR  Department, 
650  Main  Street,  Suite  201, 
South  Portland,  ME  04106. 


ASSOCIATE  PROGRAM¬ 
MER/ANALYST  -  Analyze, 
dsgn.,  dev'p,  conf.,  &  test 
comp.  soft,  prgms.  Req'd: 
MS  in  CS;  exp.  w /  UNIX, 
HTML,  Java,  SQL  7.0, 
Oracle  9i.  XML,  JSP,  and 
Solaris.  Resumes:  Forest 
Laboratories,  Inc.  500 
Commack  Road,  Corn- 
mack,  NY  11725.  Attn:  C. 
Cantalupo. 
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Welcome  to  IT  Careers 

I  find  m  job  |  employe  j  ie.ll.l P«  |  lip. 

find  a  job 

The  IT  Careers  Network  uses  the  power  of  The  Wall 
Street  Journal's  CarearJournal  jobs  database  to  bring 
you  the  largest  concentration  of  IT  jobs  available  Get 
e-mail  notifications  whan  new  jobs  match  your 
search  criteria  Post  an  online  resume  and  more 

•  search  jobs 

•  create  a  Job  Alert 

•  edit  a  Job  Alan 

•  post  a  resume 

•  9dit  your  resume 


features  &  tips 

Gather  the  best  IT  career-related  information, 
features,  news  and  tips  from  some  of  the  best 
sources  in  the  industry  They  bring  readers  regular 
items  such  as  opinions  and  advice  from  industry 
experts  special  packages  and  supplements  on 
career  trends  salaries  ,  contracting  hiring  and 
retention  issues 
•  Cornputerworld 


post  a  job 

Finding  the  right  IT  professionals  to  fill  your  available 
positions  can  be  a  challenging  and  time- consuming 
effort  rT  Careeis  can  help  With  the  2.2  million 
unique  visitors  each  month,  the  online  services  that 
are  available  through  IT  Careers  is  a  smart  way  to 
deliver  and  job  posting 

•  post  jobs 

•  search  resume* 

•  become  a  Featured  Employer 

•  online  opportunities 
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Explore  our 
huge  Jobs 
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www.  itcar  eer  s .  com 


is  the  place  where  your 
fellow  readers  are  getting 
a  jump  on  even  more  of 
the  world's  best  jobs. 


Now  combined  with 
CareerJournal.com, 
you  have  more  jobs 
to  choose  from. 

Stop  in  for  a  visit  and 
see  for  yourself  at: 

www.itcareers.com 
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Customer  Engineer  -  (South- 
field.  Ml)  Design  car  audio  sys¬ 
tems  Interface  w/cust  on  tech 
issues/spec  dvlp  Analyze  prod¬ 
uct  rqmts  8  perform  elec  8  s/w 
integration  using  OEM  proto¬ 
cols.  Maintain  engrg  docs  using 
PVCS  Tracker  Participate  in 
subsystem  level  testing  in  vehi¬ 
cle  labs.  Bach's  deg  in  Engrg, 
Elec  &  Comm  Engrg,  Elec  8 
Comp  Engrg  reqd  +  5  yrs  prog 
exp  in  specialty  field.  Snd 
resume  to  PASC,  775  Highway 
74th  South,  Peachtree  City,  GA 
30269.  Attn:  R  Henkel,  AP. 


Systems  Analysts  needed. 
Seeking  candidates  possess¬ 
ing  BS  or  equivalent  and/or  rel¬ 
evant  work  experience.  Part  of 
the  req.  rel.  exp.  must  include 
1  year  working  with  SQL 
Server  and  VC++.  Duties 
include:  Analyze  and  evaluate 
requirements;  devise  system 
architecture;  debug  and  test 
programs.  Work  with  the  fol¬ 
lowing;  Visual  C++,  C#, 

VB.Net,  Rational  Rose,  SQL 
Server  and  Winrunner.  Mail 
resume,  references  and  salary 
requirements  to:  Infotek,  P.O. 
Box  835050,  Richardson,  TX 
75083. 


Want  a  new 
IT  career? 


Check  out  our  jobs 
in  the  combined 
CareerJournal.com 
database. 


www.itcareers.com 


Sr.  Financial  Planning 
Analyst.  MBA  w/concen- 
tration  in  Finance  +  4  yrs 
rel.  fin'l  planning  exp,  incl 
exp  w/capital  forecasting 
&  planning  of  $20M  or 
above;  std  costing;  Or¬ 
acle  Financial  Analyzer; 
2  yrs  exp  with  standard 
costing.  CPA  certification 
reqd.  Send  resumes  to 
Margo  Massey,  2510 
North  Dodge,  IA  City,  IA 
52240. 


Sr.  Network  Systems  and  Data 
Communications  Analyst  wan¬ 
ted  by  company  engaged  in 
financial  services.  Requires 
B.S.  in  Comp.  Sci.  plus  2  yrs. 
exper.  including  network  de¬ 
sign/implementation,  network 
security,  expertise  in  SQL 
Server  replication  in  distrib¬ 
uted  environments,  strong 
Exchange  Server  administra¬ 
tion  experience,  Intel/Dialogic 
computer  telephony  develop¬ 
ment  and  Visual  Studio  .Net. 
Reply  to  H.R.  Dept.,  Economic 
Advantages  Corp.,  71  Central 
St„  Woodstock,  VT  05091. 


Universal  Electronics  is 
looking  for  a  Sr.  Software 
Eng  in  Advanced  Tech¬ 
nologies  to  develop  soft¬ 
ware  systems  for  wireless 
communication  devices. 
MSCS/CE  +  3  yr  exp  reqd. 
Resumes  w/job  code 
SSE0108  to  HR@UEIC.com 
or  by  fax  to  (714)  820-1223. 
Universal  Electronics,  6101 
Gateway  Dr.,  Cypress,  CA 
90630-4841 


A  Call  To  Action! 

We  can  place  your 
message  in  front  of  2/3  of 
all  US  IT  professionals. 

Call  (800)  762-2977 
www.itcareers.com 


IT  PROFESSIONALS 
Manager 

(Glen  Mills,  Pennsylvania  and  other  locations  through  the  U.S.).  Involved 
in  the  design  &  implementation  of  custom,  technology  enabled  business 
solutions  Function  as  an  integrator  between  business  needs  &  technolo¬ 
gy  solutions  Responsibilities  include  defining  systems  strategy,  develop¬ 
ing  systems  requirements,  designing  and  prototyping  technical  solutions, 
testing,  training,  defining  support  procedures,  and  implementation  Man¬ 
age  &  guide  overall  scope  of  engagements  and  anticipate  client  needs. 
Manage  all  aspects  of  design  build  &  testing  process,  review  &  ensure 
high  quality  project  deliverables.  Work  with  senior  client  executives  &  pro¬ 
ject  teams  to  guide  the  design  &  implementation  process,  manage  &  limit 
risks,  &  secure  approvals  for  exceptions  &  their  mitigations.  Develop  & 
integrate  designs  across  multiple  modules,  processes,  applications  & 
technologies.  Integrate  &  manage  build  activities  across  configuration, 
coding  8  infrastructure  teams.  Involved  in  configuration  of  User  Interface 
Layer,  Business  Objects  Layer  &  Data  Objects  Layer  using  software  de¬ 
velopment  kits,  such  as  Siebel  Tools.  Configure  custom  product  models  & 
set  up  product  configuration  within  the  chosen  package.  Assist  Consult¬ 
ants  with  design  details  relating  to  configuration  of  application  using  pack¬ 
age  tools,  i.e.  Siebel  Tools,  &  lead  infrastructure  discussions  to  decide  on 
database  sizing  for  Oracle  or  SQL  server  back  end  enablers.  Lead  data 
modeling  design  efforts  aimed  at  developing  an  analytical  &  reporting  sys¬ 
tem  using  such  tools  as  Siebel  Analytics  for  data  warehousing  &  Business 
Objects  for  reporting  &  analytical  processing  that  suit  clients  business 
requirements.  Involved  in  process  automation  using  mechanisms  like 
Siebel  Workflow  Manager.  Involved  in  application  &  integration  architec¬ 
ture  using  package  vendor  recommended  standards  to  meet  client  needs 
&  infrastructure  requirements;  define  integration  objects  &  keys  to  enforce 
data  synchronization;  &  design  custom  staging  areas  for  data 

WAGE:  $1 00,894.75/year 

Hours  worked:  Monday-Friday  9:00am-5:00pm 

MINIMUM  REQUIREMENTS: 

Bachelor's  degree  or  equivalent  in  Computer  Science,  Engineering  (any 
type),  Math,  Business  Administration  or  Information  Systems  +  3  years 
exp.  in  the  job  offered  or  3  years  exp.  as  a  Senior  Consultant,  Consultant 
or  Systems  Analyst.  Related  experience  must  include  at  least  1  year 
using  datawarehousing  tools  (Siebel  Analytics  &  Business  Objects)  Siebel 
tools,  Oracle  databases.  SQL  server,  and  Workflow  Manager.  Employer 
will  accept  5  years  of  related  experience  in  lieu  of  a  Bachelor's  degree. 

Please  send  your  resume,  referencing  Job  Order  Number  WEB431335  to 
the:  Philadelphia  Careerlink,  FLC  Unit,  235  W  Chelten  Ave.,  Philadelphia, 
PA  19144.  EOE. 


Computer  Professionals 

We  have  openings  for  the  fol¬ 
lowing  positions  to  work  at  the 
client  site  throughout  the  United 
States.  Send  Resumes  to:  Webi- 
lent  Technology  Inc,  259  A  Main 
St.  Suite  #5  Nashua,  NH  03060. 

Java  Programmer  Analyst:  Des¬ 
ign  and  develop  software  appli¬ 
cations  using  Java,  JDBC,  J2EE 
Websphere,  Tomcat  and  XML. 
Perform  object-oriented  metho¬ 
dologies  and  problem  diagnosis. 

Visual  Basic  Programmer  An¬ 
alyst:  Design,  develop  and  test 
software  applications  using 
SQL,  Server,  VB,  ASP,  .NET  and 
Crystal  Reports.  Involved  in 
trouble  shooting,  query  optimi¬ 
zation,  testing  and  production 
support. 

Mainframe  Programmer  Analyst: 
Analyzing  the  business  needs, 
writing  the  technical  specifica¬ 
tions  and  testing  the  applica¬ 
tion  using  Cobol,  DB2,  CICS, 
FileAid  and  MVS/ESA.  Must  be 
able  to  Performance  Tune, 
Troubleshoot  and  production 
support. 

Oracle  Programmer  Analyst:  De¬ 
sign,  develop  and  customize  or¬ 
acle  applications  using  Oracle 
11i,  Forms,  Reports,  stored  pro¬ 
cedures  and  PL/SQL.  Solving 
system  issues  and  performance 
tuning. 

UNIX  Systems  Engineer:  This 
position  involves  the  analysis 
and  proposal  of  system  hard¬ 
ware,  software,  and  system  sol¬ 
utions  for  centralized  HP-UX, 
AIX  and  NT  enterprise-class 
computing  platforms,  running 
software  applications  in  an  Or¬ 
acle  environment. 


COMPUTER/SECURITY 
PricewaterhouseCoopers  LLP's 
GRMS  practice  has  opportuni¬ 
ties  available  for  experienced 
professionals  in  the  area  of 
Oracle  Controls  Security.  Posi¬ 
tions  require  3  to  5  yrs  related 
exp.  and  bachelor's  degree  in 
MIS,  Finance,  or  Accounting/ 
Business.  Applicants  must  have 
experience  performing  control/ 
security  reviews  of  Oracle  appli¬ 
cations;  experience  in  EDP 
audit,  Consulting  or  ERP  imple¬ 
mentation  exp;  and  CPA  and/or 
CISA  certification.  Job  site/loca¬ 
tion:  Florham.  NJ.  Interested 
candidates  please  reference  job 
code  5BWTX5  &  fax  resumes  to 
Gladys  Logsdon  at  813-329- 
3919.  No  phone  calls  please. 
Employer  will  only  consider 
applicants  authorized  to  work  for 
any  employer  in  the  U.S. 


RedPrairie  Corporation,  world 
leader  in  provision  of  logistics 
execution  systems,  seeks  the 
following:  Managers  (Technical) 
for  supply  chain  execution  appli¬ 
cation  services  at  Cary,  NC, 
office,  to  assist  in  leading  in 
technical  aspects  of  customer 
implementation  &  to  mentor/pro¬ 
vide  administrative  lead  for 
group  of  Software  Engineers. 
Require  Bachelor's  in  Computer 
Science,  MIS,  Engineering  or 
related  field  (equivalent  combi¬ 
nation  education/experience  or 
equivalent  experience  consid¬ 
ered)  plus  3  yrs  experience  in 
computer-related  occupation, 
including  leadership  role  in  pro¬ 
ject  implementing  warehouse 
management  or  supply  chain 
software,  &  experience  in  auto¬ 
mated  warehouse/distribution 
systems  industry.  Senior  Mana¬ 
ger  for  supply  chain  execution 
application  services  at  Cary,  NC, 
office,  with  responsibility  for 
major  portion  of  customer  TMS 
products,  to  interface  with  inter¬ 
nal  groups  to  enable  delivery  of 
products  that  meet  customer's 
need,  &  to  serve  as  primary 
point  of  contact  for  customers. 
Require  Bachelor's  Computer 
Science,  MIS,  Engineering  or 
related  field  (equivalent  combi¬ 
nation  education/experience  or 
equivalent  experience  consid¬ 
ered)  plus  5  yrs  experience  in 
computer-related  occupation, 
including  experience  in  logistics 
&  supply  chain  consulting  or 
related  field,  TMS  functionality, 
&  management  of  logistics  pro¬ 
jects.  Interested  candidates 
should  e-mail,  fax  or  mail  a 
resume  and  cover  letter,  includ¬ 
ing  code  CW1  with  salary 
requirements  to: 

RedPrairie  Corporation 
Attn:  Organizational 
Development 
20700  Swenson  Drive 
Waukesha,  Wl  53186 
Fax:  262-317-2638 
Email:Recruiter@redprairie.com 


EPCON  International,  Inc. 
requires  a  Software  Devel¬ 
opment  Engineer  with  Mas¬ 
ters  in  Computer  Science 
and  1  year  experience  to  de¬ 
velop  process  engineering/ 
simulation  software  products 
in  house.  Knowledge  of 
Visual  Basic,  Visual  C++, 
Fortran,  scientific  computing 
and  Microsoft  development 
environments  essential. 
Please  send  resumes  to 
Director  of  Software  Devel¬ 
opment,  16225  Park  Ten 
Place,  Suite  600,  Houston, 
TX  77084. 


IT  PROFESSIONALS 

Manager,  Customer  Relationship  Management 

(Glen  Mills,  Pennsylvania  and  other  locations  through  the  U.S  ). 
Responsible  for  management  and  direction  of  technical/development 
team(s)  component  for  large  and/or  complex  Siebel  projects  Develop, 
monitor  and  control  project  plans.  Identify  and  resolve  team  and  inter¬ 
team  dependencies  and  issues,  involving  areas  of  a  full-life  cycle  Siebel 
implementation.  Document  Siebel  processes  and  requirements  for  imple¬ 
mentation  using  CRM  and  Siebel  best  practices.  Perform  fit-gap  analysis 
of  the  requirements  and  translate  processes  and  requirements  into  func¬ 
tional  and  technical  designs.  Develop  presentations  and  conduct  busi¬ 
ness  reviews  of  Siebel  designs/prototypes  to  gain  consensus  and  track 
and  resolve  issues  and  change  requests  pertaining  to  the  technicai/devel- 
opment  team(s).  Create  technical  development  standards,  review  work 
product  deliverables  for  Siebel  technical/development  team(s)  component 
for  quality.  Manage  the  builds  between  environments  (development,  test¬ 
ing,  production)  and  understand  the  different  components  that  need  to  be 
migrated  and  the  methods/  steps  required  for  migration  of  each  compo¬ 
nent.  Develop  and  manage  relationships  with  pier  level  clients  and  pro¬ 
vide  technical  expertise.  Monitor  and  evaluate  team  performance. 
Contribute  to  complex  proposal  development  efforts  with  potential  clients 
for  the  technical/development  components  of  a  CRM  implementation. 

WAGE:  $1 00,895/year 

Hours  worked:  Monday-Friday  9:00am-5:00pm 
MINIMUM  REQUIREMENTS: 

Bachelor's  degree  or  equivalent  in  Computer  Science,  Engineering  (any 
type),  Math,  Business  Administration,  Information  Systems  or  Finance  + 
6  years  exp.  in  the  job  offered  or  6  years  exp.  as  a  Manager,  Senior 
Consultant,  Consultant  or  Analyst.  Related  experience  must  include  at 
least  3  years  of  managing  large-scale  CRM  implementation  projects,  uti¬ 
lizing  Siebel,  across  multiple  modules  and  industry  verticals.  Employer 
will  deem  foreign  educational  credentials  evaluated  by  an  evaluation  ser¬ 
vice  to  be  the  equivalent  of  a  U.S.  degree. 

Please  send  your  resume,  referencing  Job  Order  Number  WEB431127  to 
the:  Philadelphia  Careerlink,  FLC  Unit,  235  W  Chelten  Ave.,  Philadelphia, 
PA  19144.  EOE. 


IT  PROFESSIONALS 
Senior  Consultant 

(Glen  Mills,  PA  and  other  locations  throughout  the  United  States).  Design 
and  implement  decision  support  systems,  fraud  detection  and  other  rule 
based  processing  systems  utilizing  Business  Rules  Engine  (BRE)  based 
applications  to  enable  clients  to  capitalize  on  market  opportunities,  re-engi- 
neer  business  processes  and  implement  new  processes  through  compo¬ 
nent-based  development,  easy-to-maintain  decision  tables,  dynamic  rules, 
and  a  sophisticated  inference  engine  that  manages  and  interprets  large 
rule  sets.  Lead  the  process  of  gathering,  consolidating,  and  reconciling 
data  from  a  variety  of  different  sources  to  implement  and  develop  OLAP 
(Online  Analytical  Processing)  Reports.  Provide  a  variety  of  informational 
services  utilizing,  predictive  "data  mining",  and  business  support  services, 
to  deliver  critical  data  to  key  decision  makers  using  Business  Objects. 
Create  and  develop  custom  applications  using  PL/SQL  procedures  with 
Oracle  as  the  back-end  and  create  logical  and  physical  data  models  and 
star  schemas  using  ERWIN.  Create  automated  testing  scripts  for  Mercury 
Interactive  Load  Runner/Win  Runner  to  support  Load  Testing  and  lead  the 
system  integration  and  performance  testing,  develop  testing  strategy, 
plan/track  tests,  and  conduct  user  acceptance  testing  and  defect  triage 
using  Mercury  Interactive  Test  Director. 

The  wage  offered  is  $81, 700/year.  The  work  schedule  is  Monday-Friday 
9:00am-5:00pm.  The  minimum  requirements  are  as  follows:  Bachelor's 
degree  or  equivalent  in  Computer  Science,  Business  Administration, 
Information  Systems,  Engineering  (any),  or  Mathematics  plus  4  years 
experience  in  the  job  offered  or  4  years  experience  as  a  Senior  Consultant, 
Team  Lead,  Consultant  or  Systems  Analyst.  Employer  will  regard  a  foreign 
degree  to  be  equivalent  to  a  U.S.  Bachelor's  degree  as  determined  by  an 
accredited  institution  of  higher  education  in  the  United  States.  Related 
experience  must  also  include  at  least  six  months  of  implementation  of 
Business  Rules  Engine  (BRE)  based  applications;  implementation  of 
OLAP  (Online  Analytical  Processing)  reports  using  Business  Objects;  cre¬ 
ation  of  custom  applications  using  PUSQL  and  Oracle  as  the  back-end; 
creation  of  star  schemas  using  ERWIN;  and  creation  of  automated  testing 
scripts  for  Mercury  Interactive  Load  Runner/Win  Runner. 

Please  send  your  resume,  referencing  Job  Order  Number  WEB  428199  to 
the:  PA  CareerLink,  FLC  Unit,  235  W.  Chelten  Avenue,  Philadelphia,  PA 
19144.  EOE. 


Database  Analysts  needed. 
Seeking  qual.  candidates 
possessing  BS  or  equiv. 
and/or  rel.  work  exp.  Part  of 
the  req.  rel.  work  exp.  must 
include  2  yrs  working  w / 
Coldfusion,  ASP,  &  HTML. 
Duties  include:  Manage,  orga¬ 
nize,  &  optimize  databases; 
Gather  req.;  Define  funtional 
capabilities  of  databases  & 
develop  security  spec.  Work 
with  SQL,  HTML.  XML.  ASP, 
&  Coldfusion.  Send  res.,  ref. 
&  sal.  req.  to  BCS  Inc.,  5550 
Sterrett  PI.,  #306,  Columbia, 
MD  21044. 


IT  Professionals  sought  for 
dsgn,  dvlpmt,  testing  &  im- 
plmtn  of  server  side  s/ware  & 
d/base  systems.  MS/BS  in 
Comp  Sci,  Eng,  or  related 
field  w/exp  in  TCP/IP,  SQL, 
JAVA,  C/C++,  NET,  UNIX, 
QA.  Applicants  must  be  willing 
to  relocate/travel  to  various 
unanticipated  locations  in  US. 
Mail  resume  to  HR,  K2 
Software  Group,  LLC,  1111  E. 
Lincoln  Way,  Ste  114,  Chey¬ 
enne,  WY  82001  or  email: 
wasif@k2softwaregroup.com. 


Computer  Research 
Scientist 

Ph.D.  in  CS  +  2  yrs.  exp. 
required  to  create  system 
network  solutions  utilizing 
video  encoding  in  MANET 
and  Bluetooth  Scatternets 
with  host  architectures  of 
multi-threaded  caching  and 
cut-through  networking.  Sal¬ 
ary  $88K.  Location,  Torrance, 
CA.  Send  resume  to 
cspence@broadatacom.com. 


Radiant  Soft  Sol,  Inc.,  a  S/ware 
Consulting  Comp,  has  perma¬ 
nent  positions  open  for  Comput¬ 
er  Software  Professionals  with  a 
B.S.  or  equivalent  degree  in 
Arlington  Heights.  IL,  Cheyenne, 
WY  &  other  unanticipated  loca¬ 
tions  in  the  US: 

(i)  Software  Engineers.  Data¬ 
base  Analysts  8  Network  An¬ 
alysts  with  3  yrs.  exp. 

(ii)  Business/Systems/Program- 
mer/QA  Analysts  with  2  yrs  exp. 
Respond  by  resume  to  HR.  855 
E.  Golf  Road,  #1125,  Arlington 
Heights.  IL  60005. 
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IT  PROFESSIONALS 
Senior  Consultanl 

(Glen  Mills,  Pennsylvania  and  other  locations  through  the  U.S.)  Lead  cus¬ 
tom  design  and  development  teams  for  building  complex  enterprise  appli¬ 
cations  in  the  public  sector  industry  utilizing  custom  development  tools 
including  Java,  Java2  Platform  Enterprise  Edition  (J2EE).  Enterpnse  Java 
Beans  (EJB),  Visual  Basic  (VB).  Message  Queue  Series  (MQ),  C++, 
Rational  Rose  and  Relational  Databases  including  Oracle,  DB2,  Sybase 
ASE.  testing  tools  like  Mercury  and  Compuware  and  eBusiness.  Job 
responsibilities  include  Technical  Architecture  using  Enterprise  Applica¬ 
tion  Server  IBM  Websphere  and  technology  integration.  Map  the  client's 
business  processes,  organization  and  technology  to  new  technology  solu¬ 
tions.  Provide  potential  gap  resolution  alternatives.  Create  designs  for 
complex  technical  requirements  (gap  analysis,  infrastructure,  interfaces, 
reports,  enhancements  and  conversions).  Manage  code  development 
and  lead  teams  of  architects,  developers  and  analysts.  Execute  complex 
infrastructure  build  activities.  Participate  in  the  development  of  test  plans, 
test  scripts,  test  cases  and  acceptance  criteria.  Manage  components  of 
engagements  and  develop  work  plans. 

The  wage  offered  is  $75,780  per  year.  The  work  schedule  is  Monday- 
Friday,  9:00  am  to  5:00  pm.  The  minimum  requirements  are  as  follows: 
'Bachelor's  degree  or  equivalent  in  Computer  Science,  Math,  Business 
Administration,  Engineering  (any)  or  Information  Systems  +  2  years  and 
6  months  of  experience  in  the  job  offered  or  2  years  and  6  months  of 
experience  as  a  Senior  Consultant,  Systems  Engineer  or  Senior  Systems 
Engineer.  Related  experience  must  include  Technical  Architecture  and 
technology  integration  utilizing  Enterprise  Application  Server  IBM 
Websphere,  Java,  J2EE,  EJB,  VB,  MQ,  C++,  Rational  Rose,  Relational 
Databases  (Oracle,  DB2  and  Sybase  ASE),  Testing  Tools  (Mercury  and 
Compuware),  eBusiness  delivery  and  one  year  of  experience  must  be  in 
Public  Sector  Industry  (Courts,  Corrections  and  Integrated  Justice 
processes).  'Employer  will  regard  a  foreign  degree  to  be  equivalent  to  a 
U.S.  Bachelor's  degree  as  determined  by  an  accredited  educational  eval¬ 
uation  service. 

Please  send  your  resume,  referencing  Job  Order  Number  WEB431274  to 
the:  PA  CareerLink,  FLC  Unit,  235  West  Chelten  Avenue.,  Philadelphia, 
PA  19144.  EOE. 


Computers-Coordinator, 
Computer  Systems  needed. 
Seeking  qual.  candidates  for  the 
University  of  South  Florida's 
Tallahassee  Client/Server 

Support  Group.  A  BS  or  equiv.  & 
3  yrs.  rel.  exp.  OR  relevant  work 
exp.  req'd.  Part  of  the  req.  rele¬ 
vant  exp.  must  include  2  yrs. 
working  w /  EJB,  XML  &  Oracle. 
Duties  include:  Design,  develop 
&  deploy  software  systems 
using  secure  file  transfer;  imple¬ 
ment  &  maintain  client/server  & 
worldwide  web  computer  sys¬ 
tems.  Work  with  J2EE,  EJB, 
XML,  Oracle,  JDeveloper, 
PL/SQL  Server  Pages.  Send 
resume  &  cover  Itr.  to:  University 
of  South  Florida,  Attn:  Susan 
Niemas,  EDU  162,  4202  East 
Fowler  Avenue.  Tampa,  FL 
33620. 

IT  Developer/Analyst:  Job  lo¬ 
cated  in  Largo,  FL:  Responsible 
for  the  maintenance  and  en¬ 
hancement  of  Oracle  Application 
modules,  as  well  as  providing 
expertise  for  the  design  and 
implementation  of  new  Oracle 
Application  modules  using  Or¬ 
acle  Forms/Reports,  SQL'Plus, 
PL/SQL,  Oracle  Database  in  a 
Unix  operating  system  environ¬ 
ment.  Requires  a  B.Sc.  or  for¬ 
eign  equiv.  in  Comp.  Sci.,  Engin¬ 
eering,  Info.  Systems  Mgmt.  or  a 
closely  related  field  and  at  least 
five  years  of  work  exp.  in  this  or 
a  related  position.  40  hrs/wk.  M- 
F,  8:00  am  -  5:00  pm.  $75,000/ 
yr.  Interested  parties  should  sub¬ 
mit  resumes  to:  Workforce 
Program  Support,  Attn:  EH,  P.O. 
Box  10869,  Tallahassee,  FL 
32302-0869.  Job  Order  FL- 
2529336. 

Programmer  -  Position  for  Pro¬ 
grammer.  Responsible  for  pro¬ 
viding  application  development 
tasks  (requirements,  design, 
coding  and  testing)  of  enhance¬ 
ments  to  WEB  based  customer 
service  application  (WES)  on 
time  and  within  budget.  Will  also 
debug  program  errors  and  pro¬ 
duction  discrepancies,  accom¬ 
modating  the  IS  deliverable 
schedule  and  application  instal¬ 
lation  commitments  utilizing 
JAVA,  HTML  and  Java  Script, 
servlets.  40  hours  per  week. 
Hours  are  8:00  a.m.  to  5:00 
p.m.,  Monday  through  Friday. 
Must  have  Bachelor's  Degree  in 
Mechanical  Engineering,  Infor¬ 
mation  Technology  or  equiva¬ 
lent.  Two  years  experience  nec¬ 
essary.  Pay  is  $51 ,205  per  year. 
Job  Order  No.  FL-2529798.  Job 
located  in  Tampa,  FI.  Send  res¬ 
ume  to:  Agency  for  Workforce 
Innovation,  P.O.  Box  10869, 
Tallahassee,  FI.  32302-0869. 

SOFTWARE  ENGINEER  to  pro¬ 
vide  on-site  consultancy  in 
analysis,  design,  development, 
implementation,  customization 
and  maintenance  of  web- 
Methods  B2B  Server,  distributed 
and  web  based  application  soft¬ 
ware  using  webMethods  Integ¬ 
ration  Platform,  webMethods 
workflow,  Microsoft  and  Sun 
technologies,  VB,  ASP,  Java, 
JSP,  Java  Servlets,  SQL  Server 
on  Windows  and  Sun  Solaris. 
Require:  B.S.  in  Computer 

Science/Electronics  Engineering 
and  three  years  experience  in 
the  job  offered  or  any  experi¬ 
ence  providing  skills  in 
described  duties.  40%  travel  to 
client  locations  within  the  United 
States  required.  Competitive 
salary  and  benefits,  40-hr  week, 
M-F.  Apply  with  resume  to: 
President,  Frontline  Consulting 
Services,  Inc.,  8701  Mallard 
Creek  Road,  Charlotte,  NC 
28262. 

Sys.  Anlyst  Resp  appl  &  sec  Set¬ 
up,  mng  Verisign  KMS  Srvr,  PKI 
infrastruc  issue  digital  certs.; 
dsgn.  Netegrity  Siteminder  Poli¬ 
cy  Srvrs  Appscan/Appshield  plcy 
protect  web  srvr;  dsgn  &  inte¬ 
grate  Sanctum  Appshield  Site- 
minder  srvrs  w/Client  Certs  dsgn 
EB-XML  based  msging  Netwk 
for  clients;  impl  fault  tolerance 
on  netwk  infrastruc  config  CIS¬ 
CO  content  swth  for  SSL  Netwk 
Load  Bal  impl  Clustering  srvcs 
w/SAN  System  dsgn  &  monitor 
hot  site;  &  mng  acc  cntrl  &  data 
appl.  Security  BS  in  Comp  Scnc 
or  Electr.  +3  years  of  exp  job 
duties.  Req  fam  w/Cert.  &  Accrd 
process  under  FSA  as  evi¬ 
denced  by  1  yr  of  wk  exp  in  field. 
Apply  BCA,  2002  Perimeter 
Summit  Blvd.  Suite  880,  Atlanta, 
GA  30319  +  proof  of  perm  Wk 
Auth. 

Technical  Analyst  System 
Development:  research,  evalu¬ 
ate,  implement  and  coordinate 
changes,  maintenance  and 
technical  support  of  systems  or 
applications.  Compile  and  write 
documentation  to  describe  pro¬ 
gram  development,  performs 
research,  identifies  program 
problems  and  develops  solu¬ 
tions.  Code,  test,  debug,  docu¬ 
ment  and  maintain  application 
programs.  Resolves  problems 
by  evaluating  processes  and 
implementing  necessary  correc¬ 
tive  measures  implement  and 
document  modifications  to  soft¬ 
ware  applications  currently  in 
use.  Req.  BS  or  equivalent  in 
CS  or  MIS  with  proficiency  in 
COBOL,  SAS,  and  JCL.  40 
hr/wk,  8-5.  Fax  resume  to  870- 
365-4966. 

Programmer  Analysts.  We  are 
seeking  candidates  who  pos¬ 
sess  a  BS  or  equiv  and  2  years 
relevant  work  experience.  Edu¬ 
cation  must  include  coursework 
in  Java  and  Computer  Program¬ 
ming.  One  year  of  post  bache¬ 
lors  experience  will  be  consid¬ 
ered  in  lieu  of  1  year  related 
work  experience.  Duties  include: 
Plan,  develop,  code  and  test 
comp  programs.  Work  with  SQL 
Server,  Analysis  Services,  Pan¬ 
orama  Noraview  and  Java.  Mail 
resume,  ref,  trans  and  salary 
reqs  to:  HCR  Manor  Care,  333 
N.  Summit  Street,  Toledo,  OH 
43604.  EOE. 

Technical  Support  Specialists 
needed.  Seeking  cands  pos¬ 
sessing  BS  or  equiv  and  rel  work 
exp.  Part  of  rel  work  exp.  must 
include  2  years  working  with 
SQL  and  Visual  Basic  Applica¬ 
tions.  Duties  include:  Assist  end 
users  to  resolve  problems  with 
hardware  and  software.  Work 
with  SQL,  Oracle.  ASP  and 
VBA.  Mail  resume,  transcripts, 
refs  and  salary  reqs  to:  HCR 
Manor  Care,  333  N.  Summit 
Street,  Toledo,  OH  43604.  EOE 

Technical  Support  Specialists 
needed.  Seeking  cands  pos¬ 
sessing  BS  or  equiv  and/or  rel 
work  exp.  Our  company  will  ac¬ 
cept  1  year  of  post  baccalaure¬ 
ate  experience  in  lieu  of  1  year 
of  required  years  of  experience. 
Education  must  include  course- 
work  in  Database  Systems  and 
Java  either  at  the  baccalaureate 
or  graduate  level.  Duties  in¬ 
clude:  Assist  users  to  resolve 
problems  in  hardware  or  soft¬ 
ware  and  work  with  Java.  Mail 
resume,  references  and  salary 
reqs  to:  HCR  Manor  Care,  333 
N.  Summit  Street,  Toledo,  OH 
43604. 


BCC  USA  Inc.  -  Portland, 
Maine  needs  experienced 
Programmer  Analysts  hav¬ 
ing  a  Bachelors  degree  with 
minimum  two  years  of  pro¬ 
gressive  work  experience  in 
SAP,  QTP,  WinRunner, 
Oracle,  SQL,  PL/SQL,  Java, 
J2EE  and  HTML.  Competi¬ 
tive  salary  and  benefits.  M- 
F,  40  hours/week.  Please 
mail  your  resume  to  BCC 
USA  Inc.,  HR  Department, 
650  Main  Street,  Suite  201, 
South  Portland,  ME  04106. 


Webmaster  wanted  by  Gbl 
Mktg  Rsrch  Co  in  TX. 
Oversee  admin  &  mainte¬ 
nance  of  web-based  systs  run 
on  multi  platform  &  web 
servers;  design,  implement  & 
maintain  production  websites; 
maintain/optimize  Oracle  K 
SQL  server  databases  utilized 
with  web-based  systs.  MS  in 
Comp  Sci  &  lyr  exp  in  job 
offered  req.  Respond  to:  VP 
HR/MBI,  1250  Capital  of 
Texas  Hwy,  Bldg  1,  Ste  600, 
Austin,  TX  78746. 


Infobahn  Technologies  de¬ 
livers  innovative  IT  Solu¬ 
tions  to  business  clients 
nationwide.  We  have 
immediate  full  time  oppor¬ 
tunities  for  Software  En¬ 
gineers.  All  applicants 
must  have  a  minimum  BS 
in  Computer  Science  En¬ 
gineering  or  Related  field 
plus  2  years  of  experi¬ 
ence.  Send  resumes  to: 
Infobahn  Technologies, 
(HR)  288  Walnut  St.  #410 
Newton,  MA  02460. 


We  Do 
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Better  Job 
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Helping  You 

GET  ONE! 


Search  our  jobs  database 
and  post  your  resume  on 
www.itcareers.com! 
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Defaults  ON, 

“Who’d  a  thunk  a  firewall  would  be 
set  by  default  to  screen  advertising ?” 

—  Stephen  Mahaney,  at  www.nw 
fusion.com,  DocFinden  2741. 

My  friend  Jim  dropped  me  a  note 
the  other  day  asking  if  I  knew  of  any 
reason  why  Google  should  suddenly 
stop  showing  links  for  its  paid-for  ads.  I  checked 
Google  from  my  browser  and  nothing  seemed 
amiss,  so  we  tried  to  find  the  cause. 

We  checked  browser  settings,  did  a  Google  search 
for  any  content  that  might  be  related,  switched  off 
Symantec’s  Norton  Antivirus,  rebooted,  made  sure 
his  Windows  patches  were  up  to  date,  rebooted  and 
were  finally  about  to  sacrifice  a  chicken  to  appease 
the  gods  when  I  had  to  leave  him  to  it  when  other 
crises  loomed. 

I  got  a  note  from  Jim  this  morning  pointing  me  to 
a  Web  site  (DocFinder:  2741)  that  explains  it  all. 
There  you  will  find  the  comments  of  Mahaney  presi¬ 
dent  of  Planet  Ocean  Communications  (that’s  the 
company  that  owns  the  site). 

Mahaney’s  business  is  “permission  e-mail  market¬ 
ing  solutions”  or  “search  engine  promotion  experts,” 
depending  on  where  you  look,  which  is  to  say  he 
has  attracted  a  lot  of  anger  over  his  e-mail  marketing 
tactics.  For  example, see  the  Internet  Deadbeats’  Hall 


adverts  OFF 

of  Lame  (DocFinder:  2742)  and  an  exchange  on  a 
firewall  discussion  list  (DocFinder:  2743).  My  point  is 
he  has  a  huge  ax  to  grind  on  the  issue  of  blocking 
advertising,  and  he  is  not  one  to  favor  the  idea. 

Mahaney’s  discourse  explains  that  “Norton 
Personal  Firewall/Internet  Security  2004 
(NPFW/IS2004)  ships  with  an  ad-blocking  feature  — 
with  the  default  set  to  on.” 

Ah-ha.The  swines.  In  my  brief  diagnostic/analy¬ 
sis/wild  thrashing  about  this  session  with  Jim  via 
phone  1  had  neglected  to  jump  to  the  totally  unobvi- 
ous  conclusion  that  the  problem  lay  in  something  a 
Norton  product  was  doing. 

Now  I’ve  had  my  fair  share  of  software  that  hasn’t 
had  vital  security  settings  switched  on.  For  example, 
last  year  I  tested  a  mail  server  that  was  configured  by 
default  as  an  open  relay  and  two  months  later  I  was 
still  trying  to  get  my  mail  server  taken  off  a  couple  of 
the  more  brutal  black  hole  lists. 

The  decision  by  Symantec  to  default  to  screening 
advertising  is  definitely  not  as  dangerous  as  default¬ 
ing  to  an  open  relay  but  not  telling  users  is  simply  a 
bad  idea. 

As  for  Jim,  who  is  an  online  marketing  expert,  he 
wants  to  see  the  ads,  and  as  a  competent  computer 
user  he  is  perfectly  capable  of  running  his  PCs  —  at 
least  until  a  vendor  does  something  like  Symantec 
did.  If  it  screwed  up  Jim,  a  smart  user,  just  think  what 


it  will  do  to  the  legions  of  naive  users! 

But  there  is  more  at  stake.  In  Mahaney’s  story  he 
bemoans  Symantec’s  decision:“Symantec  almost  has 
a  lock  on  the  Internet  security  business  via  their 
Norton  Anti-Virus  Protection  niche.  And  now, 
NPFW/IS2004  is  being  used  on  the  overwhelming 
majority  of  new  corporate  and  personal  computers. 
Furthermore,  NPFW/IS2004  is  being  bundled  with 
many  if  not  most,  new  systems  being  shipped.  It’s  the 
No.  1  Internet  security  software,  and  it’s  doing  its  best 
to  torpedo  your  advertising  efforts.” 

Mahaney  continues:  “Naturally  to  online  marketers 
like  you  and  me,  this  problem  is  a  real  concern. 
That’s  why  we’ve  assigned  some  of  our  best  people 
to  come  up  with  a  fix.  And  they’ve  done  so.  It  isn’t 
perfect  (yet)  but  it  beats  the  pants  off  every  other 
‘solution’  we’ve  found  thus  far.  Are  we  willing  to 
share?  . .  .Sure.To  get  the  scoop  on  what  we’ve  got  so 
far, see  this  month’s  resource  article.” 

To  get  the  resource  story  you  have  to  be  a  sub¬ 
scriber  to  “Search  Engine  News,”  which  is  published 
by  Mahaney’s  company  and  to  which  I  am  not  a 
subscriber.  If  any  of  you  have  access  to  this  story,  I 
would  love  to  hear  a  summary  of  what  it  covers. 

All  of  this  raises  some  interesting  questions  —  that 
well  delve  into  next  week.  Messages  to  backspin@ 
gibbs.com  will  not  be  blocked. 
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By  Paul  McNamara 

A  couple  of  slam-dunks 

Wireless  telephone  directories  are 
going  to  happen  whether  wireless  cus¬ 
tomers  like  the  idea  or  not.  So,  too,  will  hands-free-only  become  the  law  of  the 
land  —  everywhere  —  for  operation  of  a  telephone  while  driving,  the  preferences 
of  motormouths  be  damned. 

Bellyache  all  you  want,  but  bellyaching  will  do  no  good.The  operative  questions 
are  when  and  how,  not  if. 

Let’s  start  with  the  directories. 

"Customers  view  their  cell  phones  as  one  place  where  they  have  control,” 
Verizon  CEO  Denny  Strigl  told  an  audience  last  month  atThe  Yankee  Group's  2004 
Wireless  Leadership  Summit.  “Why  tear  down  the  wall  of  privacy  that  is  unique? 
We  spent  decades  building  that  wall.” 

Strigl  knows  full  well  why,  even  if  he’s  decided  that  his  company  stands  to  bene¬ 
fit  in  the  short  run  from  taking  a  hard-line  stand  against  such  directories.That 
wall  is  coming  down  because  there’s  an  enormous  pile  of  money  on  the  other 
side.  It’s  coming  down  because  millions  of  consumers  and  businesses  are  ditch¬ 
ing  their  land  lines  altogether  in  favor  of  wireless  —  and  they  are  not  going  to 
crouch  behind  a  wall  of  anonymity  forever. 

The  CellularTelecommunications  &  Internet  Association  has  raised  hackles  by 
promising  to  develop  a  wireless  directory  by  year-end.  CTIA  has  sworn  on  a 
stack  of  phone  books  that  it  will  not  have  anything  to  do  with  listing  the  numbers 
of  those  who  would  rather  remain  walled  off,  nor  will  it  countenance  any  attempt 
to  charge  a  fee  for  the  privilege  of  remaining  unlisted  (much  as  Strigl’s  company 
charges  me  a  few  bucks  a  month  to  keep  my  landline  number  private). 

Critics  scoff  at  both  assurances  —  as  well  they  might  —  but  their  skepticism 
will  not  keep  wireless  directories  at  bay. The  critics’  best-case  scenario  is  mean¬ 
ingful  federal  regulation  and  the  possibility  that  market  forces  will  keep  in  check 


the  more  aggressive  commercial  instincts  of  directory  providers. 

As  for  people  who  enjoy  driving  with  a  phone  to  one  ear  and  their  eyes  who 
knows  where,  they  have  no  hope  whatsoever.  New  Jersey  and  Washington,  D.C., 
last  week  joined  New  York  in  outlawing  the  practice. 

This  week  I  heard  a  radio  DJ  complaining  about  the  possibility  of  it  happening 
here  in  Massachusetts,  where  legislation  is  winding  its  way  through  the  state- 
house.The  fellow  said  he's  quite  confident  of  his  ability  to  hold  a  telephone  and 
the  wheel  simultaneously.  He  is  not  alone. 

Nor  will  he  be  alone  in  his  disappointment.  Reason  will  prevail  an  this  issue. 

More  about  Meetup 

Last  week  we  noted  a  report  from  Meetup  about  the  number  of  in-person 
forums  organized  through  its  Web  site  in  support  of  the  presidential  contenders. 
On  just  one  day  there  were  43  local  meetings  organized  nationwide  by  backers  of 
President  Bush,  and  617  for  his  Democratic  challenger,  Sen.  John  Kerry. 

While  this  might  be  seen  as  encouraging  news  for  Kerry,  the  same  cannot  be 
said  for  Meetup,  whose  business  prospects  are  not  helped  if  the  company  gets 
pegged  as  primarily  a  liberal  bastion.  I  asked  Meetup  about  this  but  the  com¬ 
pany’s  reply  came  too  late  for  last  week’s  column.  Here’s  what  they  said: 

“We're  doing  what  we  can  to  ensure  Meetup  isn’t  construed  as  serving  one  side 
more  than  the  other ...  but  it’s  really  been  the  people  from  the  bottom  up  who  are 
engaging  in  meetups  that  are  shaping  the  perceptions,"  says  spokesman  Myles 
Weissleder.  “The  fact  remains,  more  liberals  choose  to  meetup  with  their  like- 
minded  neighbors  than  conservatives.” 

"Another  false  perception:  Meetup  serves  the  young,  digerati.  In  reality,  there 
are  more  people  over  the  age  of  40  than  under  who  use  the  service.  A  surprise 
even  for  us,"  he  says. 

This  column  has  always  served  digerati  young  and  old.  The  address  is 
buzz@nww.  com. 
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NetVanta  1224STR 
The  functionality  of  five 
devices  for  the  price  of  one. 
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Dare  to  Compare! 

NetVanta 

1224STR 

Managed,  24-Port 

Layer  2  Switch 

✓ 

IP  Access  Router 

✓ 

Stateful  Inspection  Firewall 

✓ 

DSU/CSU 

✓ 

Gigabit  Ethernet  Uplinks 

✓ 

QoS 

✓ 

VLAN  trunking 

✓ 

Command  Line  Interface  (CLI) 

✓ 

Intuitive  Web  GUI 

✓ 

ADTRAN  OS 

✓ 

Optional  Virtual  Private 
Networking 

✓ 

Optional  Dial  Backup 

✓ 

Optional  PBX  Connectivity 

✓ 

Unlimited  Telephone 

Technical  Support 

✓ 

Free  Firmware  Updates 

✓ 

5- Year  Warranty 

✓ 

Introducing  the  NetVanta  1 224STR  from  ADTRAN . 


Lower  the  cost  of  enterprise  connectivity  with  the  powerful  new 
NetVanta  1224STR.  This  full-function  WAN  /LAN  access  platform 
does  the  work  of five  devices  for  the  price  of  one.  Suitable  for  networks 
of  any  size,  the  NetVanta  1224STR  offers  everything  you  need  to  bring 
a  branch  office  or  remote  location  online,  including  managed  Layer  2 
Ethernet  switching,  full-featured  IP  routing,  firewall  protection,  VPN, 
and  WAN  termination — all  in  a  compact  1U  chassis.  It  is  QoS,  VLAN, 
and  Gigabit  Ethernet  capable,  and  offers  affordable  dial  backup  and 
voice  options.  ADTRAN’s  new  NetVanta  1000  Series  is  backed  by  a 
100%  satisfaction  guarantee,  including  unlimited  technical  support, 
free  firmware  upgrades,  and  a  5-year  warranty. 


Register  to  win  a  free  NetVanta  1224STR  now! 
www.adtran.com/info/winnetvanta1224 


Available  at  a  price  point  well  below  competing 
multi-box  solutions,  the  NetVanta  1224STR 
will  change  the  way  you  connect  remote  locations. 


The  NetVanta  Series 


877.591.3055  Technical  Questions 
877.280.8416  Where  to  Buy 
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NetVanta  1000  Series 
Integrated  Switch/Router  Platforms 
Managed  Layer  2  Ethernet  Switches 


NetVanta  2000  Series 
Firewalls/VPN 


NetVanta  3000  Series 
IP  Routers 


The  Network  Access  Company 


Copyright© 2004  ADTRAN,  Inc.  All  rights  reserved.  ADTRAN  and  NetVanta  are  registered  trademarks  of  ADTRAN,  Inc. 
Five-year  warranty  applies  in  North  America  and  Europe.  EN70C072604NW 
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team  more  about  HP  ProCurve 


HP  ProCurve  Networking  delivers 
what  businesses  demand. 

That’s  why  more  and  more  businesses 
demand  HP  ProCurve  Networking. 


'HP  ProCurve  Networking  is  number  2  in  port  shipments  for  2003  among  all  tracked  competitors  in  North  America,  Europe,  the  Middle  East  and  Africa  according  to 
Delf'Oro  Group's  G4  ’03  Ethernet  Switch  Report.  *'For  as  long  as  you  own  the  product  (available  in  most  countries).  ©2004  Hewlett-Packard  Development  Company,  L  P 
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